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Executive  Summary 


The  information  contained  in  this  report  is  based  on  research  data 
gathered  at  a seminar  held  in  central  London  on  15  May,  1997.  Care 
should  be  taken  in  interpreting  the  data  supplied,  given  that  delegates 
attracted  to  an  event  of  this  nature  may  be  viewed  to  be  generally  more 
positive  to  the  general  theme  of  the  conference  than  a random  sample 
of  large  IT  users.  The  same  comments  could  be  said  for  using  focus 
groups. 

INPUT  views  sample  sizes  of  17-18  quoted  herein  to  be  the  minimum 
necessary  for  reasonable  statistical  validity.  Those  samples  quoted 
with  less  than  17  respondents  should  be  treated  with  particular 
caution  (mobile  work  force  proposition).  Refer  to  appendix  C for 
further  information  on  respondent  profiles. 


A 

Respondents  Broadly  Positive  to  all  Aspects  of  Tao  Proposition  One 

Tao  Proposition  One  comprises  the  following  components: 

• A Service  Management  proposition,  i.e.  an  on-line  service 
concept  such  as  BT’s  MCSS  (see  Chapter  IV) 

• A Knowledge  Management  proposition,  i.e.  a decision  support 
system  upgrade  such  as  document  summing  and  case  based 
reasoning  (see  Chapter  V) 

• An  Electronic  Commerce  proposition,  i.e.  an  on-line  transactional 
capability  (see  Chapter  VI) 

• A Mobile  Workforce  proposition,  i.e.  an  on-line  database,  an  on- 
line applications  package  and  a job  scheduling  system  (see 
Chapter  VII). 
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When  posed  with  the  question  of  whether  respondents  would  “seriously 
consider”  purchasing  some  of  these  solutions,  the  responses  were 
broadly  positive,  as  illustrated  in  Exhibit  1-1.  (N.B.  in  this  context,  a 
positive  response  is  defined  as  “strongly  agree”,  “agree”  or  “somewhat 
agree”.) 


Exhibit  1-1 


Percentage  of  respondents  positive  to  various  aspects  of  Tao  Proposition  One 


Attractiveness  of  a service  concept 
such  as  BT's  MCSS 


Attractiveness  of  a mobile 
workforce  on-line  database 


Positive 

100% 


Attractiveness  of  mobile  workforce  on- 
line applications 


Attractiveness  of  a mobile  workforce 
job  scheduling  system 


Positive 

92% 


Negative 

8% 


Positive 

76% 


Negative 

24% 


Source:  INPUT 


As  per  an  INPUT/BT  briefing  session  held  on  08/05/97,  other  areas  of 
research  were  necessarily  more  conceptual  and  did  not  aim  to  test  out 
a particular  offering. 

In  this  regard,  a specific  decision  support  system  proposition  was  not 
put  forward  to  respondents,  nor  was  a definitive  Internet  based 
transitional  capability. 

Instead,  research  focused  on  gauging  respondent’s  awareness  to  these 
matters  and  also  to  their  potential  purchasing  intentions  in  these 
areas.  Research  findings  are  encouraging  from  BT’s  perspective,  and 
are  summarised  below: 


• Among  decision  support  system  alternatives,  the  largest 

percentage  of  respondents  (41%)  perceived  a document  summing 
facility  as  offering  greatest  potential  benefit  to  their 
organisation.  However,  none  of  the  sample  chose  the  alternative 
of  a case  based  reasoning  system 
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• When  the  issue  of  using  an  Internet  transactional  capability  was 
expounded,  only  12%  of  the  sample  were  unattracted  to  this 
concept.  Conversely,  nearly  half  of  the  respondents  (47%) 
indicated  that  they  would  prioritise  implementation  of  such  a 
system  within  a twelve  month  time  frame. 

Sections  B to  E below  provide  further  details  of  other  key  findings. 


B 

Service  Management  Proposition 

As  noted  above,  all  respondents  agreed  that  they  would  “seriously 
consider”  a service  concept  such  a BT’s  MCSS.  Further  analysis  of 
survey  results  reveals  the  following: 

• Nearly  half  the  sample  (47%)  indicated  that  they  “strongly  agree ” or 
“agree”  to  the  assertion  that  they  would  seriously  consider  this 
option 

• 53%  of  delegates  either  “strongly  agree”  or  “agree”  with  the 
statement  that  a service  concept  such  as  BT’s  MCSS  can  offer  best 
practice  cost  reduction  and  enhanced  service  levels;  only  6%  of  the 
sample  doubted  this  assertion 

• The  majority  of  respondents  (53%)  would  be  prepared  to  purchase 
such  a proposition  within  a short  time  scale  i.e.  less  than  one  year. 
All  respondents  indicated  that  they  would  consider  a purchase  at 
some  stage. 


c 

Knowledge  Management  Proposition 


• By  a sizable  margin,  help  desk  support  is  perceived  as  the  functional 
area  most  warranting  a decision  support  upgrade  (41%  of 
respondents) 

• For  this  type  of  solution,  50%  of  respondents  indicated  a preference 
for  a lease/license  method  of  payment,  as  opposed  35%  wanting  a 
fixed  price  contract 

• Nearly  all  of  the  delegates  (94%)  conceived  purchasing  decision 
support  upgrade  at  some  stage. 
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D 

Electronic  Commerce  Proposition 

Surprisingly,  the  largest  single  proportion  of  respondents  (41%) 
indicated  that  their  current  (and  more  importantly)  their  planned  use 
of  Internet  Web  sites  would  not  extend  beyond  basic  content  hosting. 

Of  other  more  complex  applications,  by  a considerable  gap,  the  second 
most  popular  alternative  was  on-line  ordering  including  submission 
and  order  tracking  (18%  of  respondents). 

However,  once  users  were  asked  to  focus  on  the  likely  applications  of 
an  Internet  transactional  capability,  their  responses  to  the  first 
question  appear  misplaced.  As  shown  in  Exhibit  1-2,  a large  proportion 
of  respondents  subsequently  chose  applications  demanding  far  more  of 
their  system  than  the  ability  to  provide  simple  Web  hosting. 

This  scenario  typifies  a problem  encountered  when  IT  users  are  asked 
to  contemplate  the  uptake  of  new  technology  - namely  an  inability  to 
appreciate  their  future  demands  until  a)  the  benefits  of  the  technology 
are  manifest  and  b)  it  is  readily  available. 

We  believe  this  issue  has  major  ramifications  for  the  way  BT  may 
choose  to  market  its  Tao  proposition  offerings  in  future.  In  line  with 
the  actions  of  many  other  IT  vendors,  a ‘product  push’  strategy  - albeit 
expensive  and  incurring  risk  - may  be  more  attractive  than  reliance  on 
‘demand  puli’. 
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Exhibit  1-2 


Current  and  planned  uses  of  Internet  transactional  capabilities 
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Source:  INPUT 


E 

Mobile  Work  Force  Proposition 

A final  aspect  of  the  Tao  Proposition  One  market  evaluation  was  an 
assessment  of  the  needs  of  organisations  with  significant  mobile  work 
forces.  Of  the  sample  surveyed,  two  thirds  of  respondents  viewed  that 
their  companies  fall  into  this  category. 

• On  aggregate,  the  proposition  eliciting  the  most  positive 
response  was  an  on-line  database  solution  (average  rating  2.1 
out  of  6) 

• 86%  of  respondents  either  “ strongly  agreed”  ox  “agreed”  that  an 
on-line  database  solution  would  significantly  improve  the 
effectiveness  of  their  organisation’ s mobile  work  force 

• Broadly  positive  responses  were  also  garnered  for  an  on-line 
applications  solution  and  a job  scheduling  solution  (92%  positive 
and  76%  positive  respectively) 
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• It  would  be  wrong  to  assume  that  a market  opportunity  only 
exists  for  targeting  organisations  with  ‘significant’  mobile  work 
forces.  Of  the  third  of  respondents  who  perceived  that  they  did 
not  have  a significant  mobile  work  force,  half  of  this  group  still 
showed  interest  in  the  proposition  offerings 

• Over  two  thirds  of  the  sample  would  be  prepared  to  implement  a 
mobile  work  force  solution  within  one  year,  and  a significant 
percentage  (50%)  placed  a high  priority  on  purchase,  i.e.  within 
less  than  six  months. 
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Objectives  and  Research 
Methodology 


A 

Objectives 


BT  has  formulated  two  on-line  services  business  propositions  referred 
to  as  ‘Tao  Proposition  One’  and  ‘Tao  Proposition  Two’.  The  former,  to 
which  this  report  relates,  is  in  fact  a series  of  four  different 
propositions  targeted  at  large  UK  corporate  organisations  and  itemised 
below: 


• A Service  Management  proposition 

• A Knowledge  Management  proposition 

• An  electronic  commerce/on-line  transactional  capability 
proposition 

• A Mobile  Workforce  proposition. 

The  objective  of  this  research  was  to  evaluate  the  perceptions  of  large 
IT  users  of  each  of  these  four  alternatives.  The  propositions  are  not 
mutually  exclusive. 
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B 

Research  Methodology 

During  project  design,  several  alternatives  were  considered  for  data 
capture;  these  were  namely: 

• Telephone  interview 

• Focus  group 

• Conference/seminar  format. 


Given  the  complexity  of  the  Service  Management  proposition,  it  was 
perceived  to  be  impractical  to  explain  the  benefits  of  the  proposal 
without  giving  an  on-site  demonstration:  this  ruled  out  telephone 
interviewing.  A focus  group  approach  was  discounted  by  BT  on  the 
grounds  that  the  small  sample  size  would  diminish  statistical  validity. 
Upon  consultation,  a third  option  was  selected:  namely  a seminar 
format,  permitting  audience  participation  via  the  use  of  interactive 
handsets.  In  practice,  this  approach  was  augmented  with  written 
questionnaires. 


c 

Sample  Size 


Whilst  BT  circulated  a large  number  of  seminar  invitations  to 
potential  attendees,  the  response  rate  was  not  encouraging  with  only  a 
0.7%  attendance  rate,  representing  a sample  of  20.  Of  this  sample,  18 
attendees  took  part  in  the  interactive  session. 

A turn  out  of  between  0.5%  and  1%  is  not  unusual  for  an  event  of  this 
nature,  but  nonetheless,  this  low  level  of  attendance  warrants  further 
commentary,  as  set  out  below: 

• When  analysing  this  data,  it  should  be  noted  that  the  audience  is 
a self-selecting  sample  and  not  a random  one.  In  other  words, 
attendees  will  tend  to  be  more  positively  disposed  to  the  offering 
than  a random  sample.  The  same  is  true  of  focus  groups. 
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• Reasons  for  a low  response  could  be  apportioned  to  inadequate 
promotional  activity,  the  wrong  venue,  too  many  competing 
objectives  or  inappropriate  targeting.  However,  non-attendance 
may  also  indicate  that  the  market  is  not  ready  for  the  broad 
thrust  of  the  proposition  - i.e.  using  network  connectivity 
solutions  to  gain  business  advantage.  Here  it  should  be  borne  in 
mind  that  UK  corporates  have  been  investing  in  IT  at 
historically  high  levels,  particularly  in  the  banking  and  finance 
sector.  These  companies  may  not  be  in  a position  to  digest 
further  change  and  additional  expenditure.  In  this  regard; 

• It  is  interesting  to  note  that  although  considerable  effort  was 
employed  at  attracting  banking  and  finance  institutions,  there 
were  no  representatives  from  this  sector  in  the  sample  (see 
Appendix  C for  vertical  market  profiles  of  respondents). 
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IT  Issues  and  Business 
Processes 


A 

IT  Mission  Criticality  to  Business  Processes 

This  chapter  summarises  respondents’  attitudes  to  their  existing  IT 
infrastructure,  including  whether  users  perceive  their  investments 
as  providing  value  for  money. 

As  shown  in  Exhibit  III- 1,  the  majority  of  respondents  (83%)  agreed 
that  IT  is  mission  critical  to  their  organisations.  Analysis  of  those 
respondents  who  said  this  was  not  the  case  derive  from  three 
diverse  different  vertical  sectors. 


Exhibit  111-1 


Is  IT  Mission  Critical  to  Your  Organisation? 
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A surprisingly  high  percentage  (33%)  of  respondents  thought  that 
their  IT  infrastructure  had  not  provided  their  organisation  value  for 
money.  Reasons  cited  for  this  included  ‘slow  speed  of  response  when 
using  remote  dial  up  network  applications’,  and  ‘limited  attractive 
applications’.  On  the  whole,  this  result  was  more  negative  than 
those  to  a similar  question  pitched  at  small  to  medium  sized 
enterprises  in  a parallel  study,  when  the  perception  was 
overwhelmingly  positive. 

A graphical  summary  of  the  attendees’  responses  is  shown  in 
Exhibit  III-2. 


Exhibit  111-2 


Does  your  IT  Investment  Represent  Good  Value? 


B 

IT  Issues  Causing  a Problem 

Attendees  were  asked  to  rate  whether  five  general  IT  issues 
presented  problems  for  their  organisations.  On  a scale  of  1 to  6 
where  T denotes  strong  agreement  that  the  issue  is  problematic 
and  ‘6’  - strong  disagreement  with  the  statement,  i.e.  that  the  issue 
poses  no  problems.  Overleaf,  this  information  is  presented  in 
aggregate  form  in  Exhibit  III-3  and  according  to  the  distribution  of 
ratings  by  each  individual  issue  in  Exhibit  III-4. 
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Exhibit  111-3 


IT  Problems:  Aggregated  Responses 
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maintenance 


Upgrading 
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Average  Rating 


Source:  INPUT 


Analysing  the  results  of  aggregated  data  shown  above: 

• For  larger  organisations,  average  ratings  for  the  five  issues 
addressed  were  relatively  unclustered,  ranging  from  1.8  to 
3.9.  This  finding  contrasts  with  INPUT’S  SME  surveys,  when 
the  averages  were  similar  in  each  case 

• The  IT  issue  presenting  greatest  problems  is  ‘islands  of 
communication’  (1.8) 

• The  IT  issue  presenting  least  problems  is  hardware 
maintenance  (3.9). 
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Exhibit  111-4 


IT  Problems:  Individual  Responses 
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Analysing  the  results  to  the  individual  IT  issues  shown  above: 

• Response  distribution  varied  considerably,  with  consensus  only  emerging 
with  ‘islands  of  information’  - all  attendees  agreed  that  this  issue 
presents  a problem  to  some  degree 

• Problems  associated  with  “systems  administration”  and  “managing 
upgrades  and  fixes”  received  the  highest  number  of  “strongly  agree” 
responses  at  39%  each. 
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Responses  to  Service 
Management  Proposition 


This  aspect  of  the  research  was  designed  to  test  out  whether  corporate 
decision  makers  hold  to  the  view  that  ‘state  of  the  art’  IT: 

a)  is  important  to  achieve  best  practice  customer  service,  and 

b)  can  also  lead  to  significant  cost  reduction. 

Views  on  these  matters  were  perceived  to  be  important  given  that  BT 
pilot  studies  have  shown  increased  service  levels  and  lower  service 
costs  are  key  attributes  of  its  MCSS. 

Prior  to  responding  to  the  following  questions,  delegates  had  been 
exposed  to  a live  demonstration  of  an  MCSS  pilot  project  conducted 
between  BT  in  conjunction  with  the  Lincolnshire  Police. 


A 

IT  Important  to  Achieve  Best  Practice  Customer  Service 

As  can  be  seen  from  Exhibit  IV- 1 overleaf,  attendees  were  emphatic  in 
their  view,  as  illustrated  by  the  following; 

• 82%  of  respondents  either  “strongly  agree”  or  “agree”  with  the 
statement  that  ‘state  of  the  art  IT  is  necessary  for  best  practice 
customer  service 

• No  delegates  disagreed  with  this  assertion. 
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Exhibit  IV-1 


Importance  of  IT  to  Achieve  ‘Best  Practice’  Customer  Service 
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B 

IT  Essential  to  Achieve  Cost  Reduction 

Exhibit  IV-2  overleaf  shows  the  results  of  a similar  question,  designed 
to  establish  whether  decision  makers  perceive  state  of  the  art  IT  can 
also  engender  cost  reduction. 

• 88%  of  delegates  either  “strongly  agree”  or  “agree”  with  the 
statement  that  ‘state  of  the  art’  IT  is  necessary  for  best  practice 
cost  reduction 

• Compared  to  the  sister  question  (noted  above),  a higher 
proportion  (53%)  “strongly  agree”  that  ‘state  of  the  art’  IT  is 
necessary  for  best  practice  cost  reduction 

• No  delegates  disagreed  with  this  assertion. 
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Exhibit  IV-2 


Importance  of  IT  to  Achieve  ‘Best  Practice’  Cost  Minimisation 
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c 

Respondents  Broadly  Positive  to  a Service  Concept  Such  as  MCSS 

The  two  preceding  questions  were  viewed  to  offer  a useful  benchmark 
against  respondents’  perceptions  to  BT’s  MCSS.  In  this  question, 
respondents  were  asked  whether  they  thought  a service  concept  such 
as  MCSS  could  offer  cost  reduction  and  increased  levels  of  customer 
service. 

Viewed  in  this  context,  although  the  results  were  not  as  strongly 
positive  as  the  two  preceding  questions,  it  must  be  borne  in  mind  that 
respondents  were  shifting  from  an  idealised  notion  - i.e.  what  is  IT 
capable  of?  - to  focus  on  a tangible  proposition. 

The  responses  are  shown  graphically  in  Exhibit  IV-3  and  main  findings 
are  summarised  below. 


YNBT 


1997  by  INPUT.  Reproduction  Prohibited. 


IV-3 


BT  TAO  PROJECT 


INPUT 


Exhibit  IV-3 


Perceived  Ability  of  BT’s  MCSS  to  Achieve  Improved  Customer 
Service  Standards  and  Cost  Minimisation 
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• 53%  of  delegates  either  “strongly  agree”  or  “agree”  with  the 
statement  that  a service  concept  such  as  BT’s  MCSS  can  offer 
best  practice  cost  reduction  and  enhanced  service  levels 

• The  largest  contingent  of  respondents  (41%)  said  that  they 
“somewhat  agree”  with  this  assertion 

• Only  6%  of  the  sample  doubted  the  assertion. 


D 

Positive  Purchasing  Intentions  to  a Service  Concept  Such  as  MCSS 

Exhibit  IV-4  overleaf  provides  analysis  of  respondents’  likely 
purchasing  intentions  to  a service  concept  such  as  BT’s  MCSS. 
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Exhibit  IV-4 


Respondents’  Likelihood  to  ‘Seriously  Consider’  Purchasing  a 
Service  Concept  Such  as  BT’s  MCSS 
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As  illustrated: 

• All  respondents  in  the  sample  were  positive  to  the  proposition 

• Nearly  half  (47%)  indicated  that  they  “strongly  agree”  or  “agree” 
to  the  assertion  that  they  would  seriously  consider  this  option. 


E 

High  Priority  Attached  to  Purchasing  an  On-line  Service  Management 
Solution 


It  was  agreed  with  BT  that  respondents’  purchasing  priorities  to  each 
proposition  would  be  measured  by  the  declared  time  scale  to 
implement. 

In  this  regard,  Exhibit  IV-5  overleaf  reflects  respondents’  attitudes 
toward  the  MCSS  service  management  proposition.  In  summary: 

• All  of  the  delegates  conceived  purchasing  a service  concept  such 
as  MCSS  at  some  stage 

• Encouragingly,  the  majority  of  respondents  (53%)  would  be 
prepared  to  purchase  such  a proposition  within  a short  times 
scale  i.e.  less  than  one  year 

• 20%  of  the  sample  would  prefer  to  make  a purchase  in  under  six 
months. 
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Exhibit  IV-5 


Implementation  Priorities  for  a Solution  Such  as  BT’s  MCSS 
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Responses  to  Knowledge 
Management  Proposition 


A second  strand  of  Tao  Proposition  One  is  provision  of  a knowledge 
management  capability.  This  aspect  of  the  research  was  designed 
assess  whether  corporate  decision  makers: 

1.  View  the  acquisition  of  enhanced  decision  support  tools  as  being 
important  to  their  organisation,  and  if  so; 

2.  In  what  functional  areas,  and  by  what  implementation  priority. 

A 

Document  Summing  Most  Relevant  Information  Retrieval  System 

Focusing  on  their  organisation’s  knowledge  management  needs, 
respondents  were  asked  to  consider  the  relevance  of  the  following 
decision  support  systems  in  ascending  scale  of  complexity: 

• Basic  Online  document  access  (user  must  know  in  what 
document  the  information  is  held  ) 

• Key  Word  Searching  Retrieval  (as  above  but  with  key  word 
search  able  to  return  relevant  documents) 

• Document  Summing  (provides  fast  and  accurate  summaries  or 
abstracts  of  text  information) 

• Case  Based  Reasoning  (simulates  how  humans  perceive  the 
world  and  works  out  problems). 


Exhibit  V-l  overleaf  presents  the  findings  to  this  question. 
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Exhibit  V-1 


Perceived  Relevance  of  Various  Information  Retrieval  Systems 
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• The  largest  proportion  of  respondents  (41%)  indicated  a 
preference  for  a document  summing  system  - i.e.  the  second  most 
complex  option.  Of  these,  analysis  of  respondents  by  company 
size  and  vertical  market  shows  no  obvious  pattern  - for  example, 
they  were  not  all  representatives  of  large  companies  and  their 
organisations  were  active  in  five  different  vertical  market 
sectors. 

• Surprisingly,  over  a quarter  of  respondents  (29%)  did  not 
perceive  the  need  to  go  beyond  the  most  basic  of  knowledge 
management  systems,  i.e.  on-line  document  access. 

• No  respondents  selected  case  based  reasoning  as  a relevant 
response  to  their  knowledge  management  needs. 


B 

Help  Desks  Most  Likely  to  Receive  a Decision  Support  System 
Upgrade 


In  the  context  of  their  own  organisations,  respondents  were  asked  to 
identify  the  functional  area  most  warranting  a decision  support  system 
upgrade.  Findings  are  illustrated  in  Exhibit  V-2  overleaf. 
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Exhibit  V-2 


Functional  Area  Most  Likely  to  Warrant  a Decision  Support 

System  Upgrade 
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• By  a sizeable  margin,  help  desk  support  is  perceived  as  the  area 
most  warranting  a decision  support  upgrade  (41%  of 
respondents) 

• Just  less  than  one  fifth  of  respondents  were  attracted  to  an 
operational  decision  support  solution,  and  a similar  number  to 
cross  company  information  sharing 

• No  respondents  were  attracted  to  a human  resource  planning 
system. 


c 

Highest  Priority  Attached  to  Decision  Support  System  Upgrade 

As  discussed  previously,  it  was  agreed  with  BT  that  respondents’ 
purchasing  priorities  to  each  proposition  would  be  measured  by  the 
declared  time  scale  to  implement.  In  this  regard,  Exhibit  V-3  overleaf 
reflects  respondents’  attitudes  toward  the  knowledge  management 
proposition.  In  summary: 

• Nearly  all  of  the  delegates  (94%)  conceived  purchasing  decision 
support  upgrade  at  some  stage 

• Encouragingly,  the  majority  of  respondents  (56%)  would  be 
prepared  to  purchase  such  an  upgrade  within  a short  times  scale 
i.e.  less  than  one  year 
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• 19%  of  the  sample  would  prefer  to  make  an  upgrade  purchase  in 
under  six  months. 


Exhibit  V-3 


Implementation  Priorities  for  a Decision  Support  System 

Upgrade 


D 

Majority  of  Attendees  Favour  Lease/Licensing  Arrangement  for  a 
Decision  Support  System  Upgrade 

In  a separate  INPUT  study,  a majority  of  respondents  in  small  to 
medium  sized  enterprises  preferred  the  alternative  of  an  outright 
purchase  to  a leasing  option  when  offered  a suite  of  horizontal 
applications.  Indeed,  with  the  exception  of  German  respondents,  many 
viewed  leasing  with  suspicion. 

In  contrast,  when  larger  organisations  were  offered  the  same  payment 
alternatives  for  a decision  support  upgrade,  the  largest  proportion  of 
the  sample  was  in  favour  of  a lease/licensing  option,  as  Exhibit  V-4 
indicates. 
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Exhibit  V-4 


Preferred  Choice  of  Payment  for  a Decision  Support  System 

Upgrade 


• As  can  be  seen  from  the  exhibit,  a lease/license  option  was  the  most 
attractive  option,  preferred  by  41%  of  respondents 

• 12%  of  respondents  perceived  that  such  a solution  would  be  provided 
in-house  (Seeboard  and  Provident  Assurance). 
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Responses  to  Electronic 
Commerce/  Web  Applications 
Proposition 


A third  objective  of  Tao  Proposition  One  was  to  market  test  how  larger 
corporations  use  and  plan  to  use  a cluster  of  electronic  commerce/on- 
line transactional  capabilities,  and  what  their  motives  are  for  doing  so. 

In  particular,  this  chapter  focuses  on: 


• How  respondents  use  Internet  Web  pages  now  and  in  future 

• How  respondents  intend  to  use  Internet  transactional 
capabilities 

• Respondents’  implementation  priorities  for  establishing 
transactional  capabilities 

• Respondents’  ratings  of  the  various  benefits  of  implementing  a 
transactional  capability  in  relative  and  absolute  terms. 


This  section  also  incorporates  survey  data  relating  to  respondents’ 
estimates  of  future  Network  Computer  (NC)  uptake  to  the  year  2000 
and  their  perceptions  as  to  the  likelihood  that  mission  critical  business 
functions  will  migrate  to  Internet/intranet  platforms. 
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A 

Respondents  Unclear  on  Planned  Use  of  Web  Sites 

As  shown  in  Exhibit  VI- 1,  respondents  were  asked  to  consider  a variety 
of  current  and  planned  uses  of  Web  sites.  Here,  the  responses  appear 
to  conflict  with  responses  to  a subsequent  question,  i.e.  one  which 
asked  attendees  how  they  planned  to  use  Internet  transactional 
capabilities,  as  shown  in  Exhibit  VI-2. 

The  commentary  will  therefore  focus  on  both  questions  simultaneously. 

Whilst  41%  of  respondents  indicated  that  their  current  and  planned 
use  of  Internet  Web  sites  would  not  extend  beyond  using  the  facility  for 
basic  content  hosting  (see  Exhibit  VI- 1),  once  the  question  of  using  the 
Internet  to  establish  transactional  capabilities  was  broached,  a 
surprisingly  high  proportion  (58%  of  the  sample)  indicated  that  they 
would  either  use  a transactional  facility  for  complex  specification  or 
hosting  a catalogue  of  fixed  goods  (see  Exhibit  VI-2).  In  either  of  these 
cases,  a more  appropriate  response  to  the  first  question  would  have 
been  a combination  of  options  two  to  five  below. 


Exhibit  VI-1 


Respondents’  Current  and  Planned  Uses  of  Web  Sites 
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Exhibit  VI-2 


Current  and  Planned  Uses  of  Internet  Transactional  Capabilities 
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Given  the  above  anomalies,  we  conclude  that  whilst  most  respondents 
currently  only  use  Web  pages  for  content  provision,  once  the  possibility 
of  complex  and  interactive  trading  is  made  possible,  then  in  future,  a 
sizeable  proportion  of  larger  organisations  will  take  advantage  of 
Internet  transactional  capabilities. 

In  our  view,  this  mismatch  in  users’  minds  between  what  is  currently 
achievable  - as  opposed  to  what  might  be  possible  - is  typical  in  IT 
settings  where  new  technology  is  being  implemented.  It  is  a strong 
reason  why  many  IT  vendors  elect  to  use  a ‘product  push’  marketing 
strategy  rather  than  ‘demand  puli’. 
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B 

Half  of  respondents  prioritise  Purchase  of  Internet  transactional 
capabilities 


Respondents  were  asked  to  consider  the  time  scale  with  which  they 
would  be  likely  to  adopt  an  Internet  transactional  capability.  Exhibit 
VI-3  illustrates  the  findings. 


Exhibit  VI-3 


Implementation  Priorities  for  Adopting  an  Internet  Transactional 

Capability 


• Nearly  half  of  the  sample  (47%)  appear  ready  to  implement  an 
Internet  transactional  capability  within  less  than  12  months 

• The  largest  individual  response  was  for  a low  implementation 
priority,  i.e.  some  time  in  the  future  and  in  excess  of  12  months 

• 12%  of  respondents  indicated  that  they  would  be  unlikely  to 
implement  a transactional  capability  at  any  stage. 
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Increase  in  Market  Share  Main  Benefit  of  an  Internet  Transactional 
Capability 


Respondents  were  invited  to  evaluate  a variety  of  potential  benefits 
deriving  from  the  implementation  of  an  Internet  transactional 
capability.  On  a rating  scale  where  ‘1’  represents  “strongly  agree”  and 
‘6’  represents  “strongly  disagree”  to  the  potential  benefit,  across  all 
variables,  Exhibit  VI-4  shows  aggregated  responses,  whilst  Exhibit 
VII-5  shows  the  individual  rating  distributions  for  each  parameter.  In 
summary: 

• Use  of  a transactional  capability  was  perceived  to  offer  generally 
positive  benefits  to  all  variables  bar  one,  with  “increase  in 
market  share”  the  attribute  benefiting  most  (average  rating  of 

2. 1 out  of  6) 

• A transactional  capability  was  not  perceived  to  be  particularly 
beneficial  to  reducing  time  to  market  (average  rating  of  3.4  out  of 
6) 

• Respondents  were  divided  over  the  merits  of  using  such  a system 
to  achieve  enhanced  levels  of  customer  loyalty.  Here,  42%  of 
respondents  believed  that  it  would  be  a negative  influence, 
whilst  58%  thought  it  would  be  positive  one  (see  Exhibit  VI-5). 


Exhibit  VI-4 

Attractiveness  of  Adopting  an  Internet  Transactional  Capability: 

Aggregated  Ratings 
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Exhibit  VI-5 


Attractiveness  of  Adopting  an  Internet  Transactional  Capability:  Individual  Ratings 
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D 

No  Consensus  Over  Whether  NC  Purchases  Will  Exceed  PC  Purchases 
by  2000 


Respondents  were  asked  whether  they  anticipated  their  organisations 
to  be  using  more  PCs  by  the  year  2000  or  more  NCs.  As  shown  in 
Exhibit  VI-6,  a larger  proportion  said  the  latter  (47%),  whilst  18%  said 
“about  equal”  and  29%  said  ’’more  PCs”. 
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Exhibit  VI-6 


Respondents’  Expected  NC  Versus  PC  Purchase  Intentions  by 

The  Year  2000 


E 

Clear  Consensus  That  Mission  Critical  Business  Will  Migrate  to 
Internet/Intranet  Platforms 

In  contrast  to  the  previous  question,  respondents  were  in  broad 
agreement  that  mission  critical  business  will  migrate  to 
Internet/intranet  platforms.  84%  of  delegates  were  positive  to  this 
assertion  whilst  only  12%  were  not. 
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Exhibit  VI-7 


Perceived  Likelihood  That  Mission  Critical  Business  will 
Migrate  to  Internet/Intranet  platforms 
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VII 


Responses  to  Mobile  Workforce 
Proposition 


A fourth  strand  of  Tao  Proposition  One  pertains  to  meeting  the 
unfulfilled  information  needs  of  mobile  work  forces.  In  this  regard, 
this  chapter  focuses  on  the  following  market  research  findings: 

• The  percentage  of  respondent  organisations  with  sizeable  mobile 
work  forces 

• An  evaluation  of  responses  to  an  on-line  database  proposition,  an 
on-line  applications  proposition  and  a job  scheduling  proposition 

• An  evaluation  of  preferred  methods  of  payment 

• Purchasing  priorities. 


A 

Two  thirds  of  Respondents  Have  a ‘Significant’  Mobile  Work  Force 

Based  on  written  responses  and  a sample  size  of  18,  Exhibit  VII- 1 
shows  that  two  thirds  of  respondent  organisations  have  a significant 
mobile  work  force. 

Of  the  third  of  respondents  who  perceived  that  they  did  not  have  a 
significant  mobile  work  force,  half  of  this  group  still  showed  interest  in 
the  proposition  offerings.  This  group  selectively  completed  the 
questionnaire  accordingly.  We  interpret  this  response  to  mean  that 
there  may  be  a market  for  these  solutions  outside  of  the  obvious 
business  targets. 
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Exhibit  VII-1 


Percentage  of  Respondents  with  a Significant  Mobile  Work 

Force 


B 

On-line  Database  Solution  Most  Attractive  of  Three  Mobile  Work  Force 
Propositions 


Three  alternative  mobile  work  force  propositions  were  evaluated  by 
respondents  according  to  their  ability  to  improve  organisational 
effectiveness.  These  were  as  follows: 

• On-line  connections  to  centralised  databases  holding,  for 
example,  a company’s  latest  product  lines  and  prices 

• On-bne  sales  and  field  applications  e.g.  ordering  and  latest 
customer  information 

• A system  to  optimise  field  resources  through  job  scheduling. 

Exhibit  VTI-2  analyses  responses  to  these  three  alternatives  based  on 
aggregates  of  all  responses,  whilst  Exhibit  VII-3  presents  the 
distribution  of  responses  to  individual  propositions. 
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Exhibit  VI 1-2 


Attractiveness  Ratings  for  Mobile  Work  Force  On-line 
Solutions:  Aggregated  Responses 
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Exhibit  VI 1-3 


Attractiveness  Ratings  for  Mobile  Work  Force  On-line 
Solutions:  Individual  Responses 
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Key  findings  are  as  follows: 

• On  aggregate,  the  proposition  garnering  the  most  positive 
response  was  an  on-line  database  solution  (average  rating  2. 1 
out  of  6) 

• 86%  of  respondents  either  “strongly  agreed”  or  “agreed”  that  an 
on-line  database  solution  would  significantly  improve  the 
effectiveness  of  their  organisation’ s mobile  work  force 

• Broadly  positive  responses  were  also  garnered  for  an  on-line 
applications  solution  and  a job  scheduling  solution  (92%  positive 
and  76%  positive  respectively). 


c 

Majority  Prioritise  Implementation  of  Mobile  Work  Force  Solution 
Within  One  Year 


Respondents  were  asked  to  consider  the  time  scale  with  which  they 
would  be  likely  to  adopt  mobile  work  force  solution  of  the  types 
discussed.  Exhibit  VTI-4  illustrates  the  findings. 


• As  can  be  seen,  over  two  thirds  of  the  sample  (64%)  would  be 
prepared  to  implement  such  a solution  within  one  year 

• Encouragingly,  half  the  sample  placed  a high  priority  on 
purchase,  i.e.  within  less  than  six  months. 


Exhibit  VI 1-4 


Implementation  Priorities  for  Adopting  a Job  Scheduling/On- 
line Mobile  Work  Force  Solution 
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Purchase  Option  Perceived  to  be  More  Attractive  Than  Leasing  for 
Mobile  Work  Force  Proposition 

In  parallel  with  other  aspects  of  this  research,  respondents  were 
questioned  about  their  preferred  method  of  payment  for  the 
combination  of  mobile  work  force  propositions  outlined  above.  Exhibit 
VII-5  illustrates  the  findings. 


Exhibit  VII-5 

Preferred  Choice  of  Payment  for  a Mobile  Work  Force  Solution 


• Outright  purchase  was  preferred  by  two  thirds  of  the  sample  for 
a mobile  work  force  solution.  As  noted  elsewhere  in  this  report, 
this  contrasts  with  the  findings  for  a leased/licensed  knowledge 
management  solution. 
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Tao  Proposition  One  Written  Questionnaire 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality  ’ we  would  be  grateful  if  you 
could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire.  All 
the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set  dinner 
for  two  at  Claridges  Hotel. 

Your  Handset  Number 

Company/Respondent  Details 

Your  Name:  Mr/Mrs/Ms 

Company  name:  

Location  (City  / Country):  

Telephone  no  


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ 1-99 

□ 100-199 

□ 200  - 499 

□ 500  + 


Approx,  annual  turnover  please  tick  one  box: 


j less  than  £10  million 

□ £10,000,001  - £15  million 

□ £15,000,001  - £20  million 

□ £20,000,001  - £50  million 

□ £50,000,001  - £100  million 

□ more  than  £100  million 


Is  IT  mission-critical  to  your  business? 


Yes  / No  / Don’t  Know 


Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  / No  / Don’t  Know 


, ' >. 


I 


_ 


Why/why  not 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

□ 

Between  £10  million  & £20  million 

□ 

Between  £1  million  & £5  million 

□ 

More  than  £20  million 

□ 

Between  £5  million  & £10  million 

□ 

Don’t  Know 

□ 

And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 

Hardware % : Software  & Services % 

Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where  1 means 
‘ strongly  disagree ’ and  6 means  ‘ strongly  agree". 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking 
PC’s  or  linking  them  into  existing 
systems)? 

• Different  business  applications  not 
integrated,  causing  separate  ‘islands’  of 
information? 

• Ensuring  standardised  versions  of 
software  and  managing  provision  of 
upgrades  and  fixes? 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

: 


Are  there  any  other  problem  areas  you  would  like  to  mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? Yes  □ No  □ 

If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


0 


On-line  connections  to  centralised 
databases  holding,  for  example,  your 
company’s  latest  product  lines  and  prices 

On-line  sales  and  field  applications  e.g. 
ordering  and  latest  customer  information 

The  ability  to  optimise  field  resources 
through  job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 
6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)J 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license  □ 


□ 


If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we 

will  be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  Q No  □ 

Did  you  find  today’s  seminar  informative?  Yes  Q No  □ 


Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


J 
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_Tao  Proposition  One  Interactive  Session  Questionnaire 


Proposition  1 - Larger  Companies  Business  Applications 

Interactive  questions  (deploying  handset)  (fifth  draft) 


I wonder  if  you  could  tell  me  whether  you  are  male  or  female. 

• Question  1:  Are  you  male  or  female? 

If  you  are  male,  press  one,  if  you  are  female,  press  two,  and  - for  those  that  don’t  know  - press  three. 

Supporting  information  on  screen:  For  Male  - press  1 

For  female  - press  2 
For  don ’t  know  - press  3 

Question  2:  Which  of  the  following  descriptions  most  accurately  reflects  your  functional  area: 

• Finance  - press  1 

• IT  - press  2 

• Customer  services  - press  3 

• Marketing  - press  4 

• Other  - press  5 

Commentary  on  data  - single  bar  chart  required  here. 

Question  3:  Which  of  the  following  descriptions  most  accurately  reflects  your  company  or  service 
organisation? 

• Banking  and  finance  - press  1 

• Insurance  - press  2 

• Health  services  - press  3 

• Police  Service  - press  4 

• Government  - press  5 

• Public  utility  - press  6 

• Logistics/transportation  - press  7 

• Retail  - press  8 

• Other  - press  9 

Commentary  on  data  - single  bar  chart  required  here,  [depending  on  sample  size] 


Service  Management 

Firstly,  let 's  consider  the  drivers  affecting  your  business.  Today  we ’ve  talked  about  enhancing  customer 
service,  cutting  costs,  making  real  time  updates  - but  to  what  extent  do  you  think  you  need  to  employ  new 
technology  to  achieve  best  practice  in  some  of  these  areas? 

Please  respond  to  the  following  two  assertions  on  a scale  of  1 to  6,  where  1 = ‘Strongly  agree  ’ and  6 = 
‘strongly  disagree 

Question  4:  Increasingly,  state  of  the  art  IT  is  necessary  to  assist  ‘best  practice  ’ customer  service. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  5:  Increasingly,  in  my  business  sector,  state  of  the  art  IT  is  necessary  to  achieve  ‘best  practice  ’ 
cost  minimisation. 

• Strongly  agree  - press  l 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Instruction  to  GDE  - piece  results  from  last  two  questions  on  one  screen.  Commentary  on  data. 

Considering  these  competing  objectives  - cost  reduction  and  enhanced  customer  service  - I’m  now  going 
to  ask  you  if  you  think  the  solution  shown  to  you  by  Terry  - using  an  on-line  customer  service  capability 
( like  MCSS  for  example)  would  enhance  your  ability  to  meet  both  these  competing  objectives. 

Question  6:  Would  an  on-line  service  concept  like  BT's  MCSS  enhance  your  ability  to  meet  the  competing 
objectives  of  reducing  costs  whilst  improving  service  levels? 

• Strongly  agree  - press  l 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 


Question  7:  Would  a service  concept  like  BT’s  MCSS  be  something  you  would  seriously  consider? 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

If  response  is  broadly  positive  (1-3),  go  to  =>  Question  9 
If  response  is  broadly  negative  (4-6),  go  to  =>  Question  8 below 

Question  8:  What  aspect  of  the  proposition  gives  you  most  cause  for  concern  ? ( chose  one  answer  only) 

• Confidentiality/  security  issues  - press  1 

• BT’s  inability  to  handle  our  IT  legacy  systems  - press  2 

• BT’s  lack  of  credibility  in  this  area  without  the  support  of  a partner  - press  3 

• Other  - press  4 


Now  go  to  question  10 


Question  9:  What  priority  do  you  place  on  implementing  this  type  of  solution? 

• High  - need  to  implement  within  6 months-  press  1 

• Medium  - need  to  implement  in  6 to  12  months-  press  2 

• Low  - consider  implementing  at  a future  date-  press  3 

• Unlikely  to  implement.  - press  4 

Knowledge  Management 

Question  10:  Which  of  the  following  information  retrieval  systems  do  you  think  is  most  appropriate  to 
your  organisation ’s  needs?  (choose  one  only) 

Note  to  audience:  these  are  in  escalating  order  of  complexity  and  cost: 

• Basic  Online  document  access  (user  must  know  in  what  document  the  information  is  held ) - press  1 

• Key  Word  Searching  Retrieval  (as  above  but  with  key  word  search  able  to  return  relevant  documents)  - 
press  2 

• Document  Summing  ( provides  fast  and  accurate  summaries  or  abstracts  of  text  information)  - press  3 

• Case  Based  Reasoning  (simulates  how  humans  perceive  the  world  and  works  out  problems)  - press  4 

Note  to  audience: 

A case-based  reasoning  system  uses  case  histories  to  facilitate,  for  example,  litigation,  medical  diagnosis, 
criminal  investigation  and  security  monitoring  and  uses  reasoning  systems  to  provide  human-like  decision- 
making. 

Consider  for  a moment  the  likelihood  that  your  organisation  may  wish  to  implement  or  upgrade  its 


knowledge  management  / decision  support  systems... 

Question  77:  If  a purchase  or  upgrade  of  your  decision  support  systems  were  likely.  Which  of  the 
following  would  be  the  most  important  priority  area  by  function: 

• Help  Desk  support  - press  1 

• Human  Resource  planning  - press  2 

• Operational  Decision  Support  - press  3 

• Cross  Company  information  sharing  - press  4 

• No  intention  to  implement  or  upgrade  a knowledge  management  system  - press  5 

If  response  is  positive  (1-4),  go  to  =>  Question  13 
If  response  is  negative  (5),  go  to  =>  Question  12  below 

Question  12:  Would  you  consider  using  BT  to  implement  or  upgrade  a knowledge  management  system, 
and  if  not,  what  is  the  primary  reason? 

• Yes,  we  would  consider  using  BT  - press! 

• No,  our  organisation  does  not  need  this  type  of  facility  - press  2 

• No,  BT  lacks  credibility  in  this  area  without  the  support  of  a partner  - press  3 

• No,  our  organisation  already  has  proficient  knowledge  management  systems  - press  4 

• No,  the  anticipated  costs  would  outweigh  the  benefits  - press  5 

Now  go  to  question  1 5 

Question  13:  What  priority  do  you  place  on  implementing  this  type  of  solution? 

• High  - need  to  implement  within  6 months  - press  1 

• Medium  - need  to  implement  in  6 to  12  months  - press  2 

• Low  - consider  implementing  at  a future  date  - press  3 

• Unlikely  to  implement  any  of  the  knowledge  management  tools  discussed.  - press  4 

Question  14:  What  would  be  your  preferred  choice  of payment  for  this  sort  of  system ? 

• A fixed  price  for  a combination  of  hardware,  software  and  implementation  services  - press  1 

• lease  / license  - press  2 

• The  work  would  be  conducted  in-house  - press  3 


E-Commerce 


A recent  market  survey  suggested  that  only  10%  of  companies  had  the  transactional  capability  of  on- 
ordering  facilities  for  their  products  and  services. 

Question  15:  If  you  have,  or  plan  to  have  a Web  site,  does  it  or  will  it  comprise: 

• Content  only  - press  1 

• On-line  ordering  for  submission  of  order  only  - press  2 

• On-line  ordering  for  submission  of  order  and  credit  card  payment  - press  3 

• On-line  ordering  including  submission  and  order  tracking  - press  4 

• On-line  ordering  for  submission,  tracking  and  credit  card  payment  - press  5 

• My  organisation  has  no  intention  to  have  a Web  site  - press  6 

Question  16.  If  you  have  a transactional  capability  or  are  planning  to  have  one,  in  which  area  of  e- 
commerce  does  it  fall? 

• Catalogue  of  fixed  goods  e.g.  consumer  goods  - press  1 

• Business  information  services  e.g.  business  reports,  on-line  data  - press  2 

• Complex  specification  e.g.  timber  trading  - press  3 

• Commodities  trading  e.g.  timber,  steel,  commodities  - press  4 

• Complex  delivery  e.g.  via  global  shipping  - press  5 

• Financial  services  e.g.  insurance,  loans,  taxation  - press  6 

• Intranet  services  e.g.  expenses,  consumables  tracking  - press  7 

• None  of  the  above  - press  8 

Question  1 7:  What  priority  do  you  place  on  implementing  this  type  of  solution? 

• High  - need  to  implement  within  6 months-  press  1 

• Medium  - need  to  implement  in  6 to  12  months-  press  2 

• Low  - consider  implementing  at  a future  date-  press  3 

• Unlikely  to  implement.  - press  4 

Please  respond  to  the  following  assertions  on  a scale  of  1 to  6,  where  1 = ‘Strongly  agree  ’ and  6 = 
'strongly  disagree  ’: 


Question  18:  Introducing  e-commerce  between  my  company  and  its  customers  will  benefit  our  market 
share  significantly. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  19:  Introducing  e-commerce  between  my  company  and  its  customers  will  lead  to  significant  cost 
reduction. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  20:  Introducing  e-commerce  between  my  company  and  its  customers  will  significantly  improve 
customer  service. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  21:  Introducing  e-commerce  between  my  company  and  its  customers  will  significantly  improve 
customer  loyalty. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 


T 


Question  22:  Introducing  e-commerce  between  my  company  and  its  customers  will  significantly  reduce 
our  time  to  market. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  23:  Introducing  e-commerce  between  my  company  and  its  customers  will  provide  a significant 
new  revenue  channel. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

And  finally,  a few  questions  which  might  be  of particular  interest  to  Sun  and  Oracle... 

Question  24:  By  the  year  2000,  do  you  agree  that  in  your  company,  purchases  of  network  computers  will 
be  greater  than  those  for  PCs? 

• Yes  - press  1 

• No  - press  2 

• About  equal  - press  3 

• Don ’t  know  - press  4 

Question  to  audience  -who  said  yes?  Why?  Who  said  no?  why?  . Comment  from  Robin  Bloor? 

Question  25:  In  future,  do  you  agree  that  an  increasing  amount  of  mission  critical  business  will  be 
handled  over  the  Internet  and  corporate  Intranets? 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 
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Profiles  of  Attendee  Organisations 


Company  Size  by  Employee  Numbers 

As  can  be  seen  in  Exhibit  1,  the  majority  of  respondents  emanated  from 
companies  with  over  500  employees.  Companies  represented  in  this 
category  included  Nuclear  Electric  Ltd.,  Twinings,  Aon  Risk  Services 
and  Provident  Insurance.  Organisations  quoted  as  representing 
between  200  and  499  employees  included  Toshiba  Information  Systems, 
Seeboard  and  the  Lincolnshire  Police. 


Exhibit  1 

Profile  of  Number  of  Employees  in  Respondents’  Organisations 


Source:  INPUT 


Concerning  attendee  companies,  analysis  of  Dun  and  Bradstreet 
rankings  has  also  revealed  the  following: 

• Maersk  Company  Ltd.  employs  some  3000  staff  (i.e.  the 
respondent  only  quoted  the  divisional  workforce) 

• Nuclear  Electric  Pic.  employs  some  13000  staff 

• Provident  Financial  Pic.  employs  some  5500  staff 

• Seeboard  Pic  employs  some  6000  staff  (i.e.  the  respondent  only 
quoted  the  divisional  workforce) 

• Toshiba  Information  has  approximately  250  staff  and  is 
independent  from  Toshiba  UK  which  has  some  1300  staff. 

Taking  these  modifications  into  account,  the  sample  of  18  respondents 
comprised  50%  of  companies  with  3000  staff  or  over. 


Profile  of  Respondents  by  Functional  Area 


Respondents  were  invited  to  indicate  the  functional  area  in  which  they 
operate.  Despite  the  fact  that  the  seminar  was  promoted  widely  to 
financial  directors  and  customer  services/marketing  directors,  the 
majority  of  attendees  (60%)  have  an  IT  background. 
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Profile  of  Respondents  by  Vertical  Market 

The  two  largest  vertical  markets  represented  in  the  sample  are  logistics 
and  transportation  (29%)  followed  by  ‘other’  (24%).  The  latter  grouping 
is  made  up  of  companies  in  the  IT  software  and  services  sector. 

There  were  no  representatives  from  either  the  banking  and  finance 
sector  or  the  retail  sector. 


Exhibit  3 


Profile  of  Respondents  by  Vertical  Market 


■e 

re 

E 

re 

o 

t 

<D 

> 

O 

> 

o 

Q) 

Q. 

(/) 

0) 


c 

o 

a 

c 

a> 

w 

£ 

Q. 

£ 

is 

c 

a> 

*o 

c 

o 

Q. 

(0 

CD 

a: 


no  response 
Other 


6% 





mm 


24% 


Retail  0% 

Logistics/transportation  ! ~ 


1 29% 


Rjblic  utility 


12% 


Govrnrmt  0% 
Fblice  Service 
Health  services 
Insurance 
Banking  and  finance  0% 


i 


: 


Ml 


6% 

6% 


18% 


0%  5%  10%  15%  20%  25% 

%of  respondents 


30% 


35°/» 


Source:  INPUT 


Annual  Turn  Over  in  Respondents’  Organisations 

As  shown  in  Exhibit  4,  nearly  two  thirds  (61%  ) of  the  sample  indicated 
that  their  organisation  has  an  annual  turnover  of  £100  million  or  more. 
The  two  smallest  companies  by  turn  over  were  AJE  Toyota  (a  car 
dealership)  and  CDL  Ltd.  (not  disclosed). 
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IT  Purchasing  Responsibility 

Exhibit  5 shows  a breakdown  of  personnel  responsible  for  IT 
purchasing  decisions  in  the  organisations  sampled.  In  practice,  nearly 
all  of  the  46%  of  IT  director/managers  in  the  survey  correlate  to 
respondents  representing  larger  companies.  This  is  to  be  expected 
given  that  larger  organisations  tend  to  have  a dedicated  IT  department 
with  an  IT  director  or  manager  charged  with  making  IT  purchasing 
decisions. 

In  smaller  companies,  IT  decision  making  appears  to  be  more  ad-hoc, 
with  a range  of  different  functional  heads  taking  responsibility  for 
purchasing. 
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Profile  of  Respondents’  IT  Spend  Per  Annum 


As  illustrated  in  Exhibit  6,  the  largest  proportion  of  respondents  spend 
between  £1  million  and  £5  million  on  IT  investments  per  annum  (39% 
of  the  sample).  The  largest  investor  was  BT  itself,  under  the  auspices 
of  the  BT  Corporate  Clients  division. 
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Respondents’  IT  Spend  Split  by  Value  of  Hardware  to 
Software 

Respondents  were  asked  to  estimate  the  ratio  of  their  IT  spend 
allocated  to  hardware  and  software.  The  results  of  this  analysis  are 
shown  in 

Exhibit  7,  and  summarised  below: 

• The  majority  (33%)  of  the  sample  estimated  that  between  21% 
to  40%  of  their  organisation’s  IT  expenditure  is  on  hardware  and 
the  remainder,  i.e.  between  60%  and  79%  is  on  software 

• 22%  of  respondents  admitted  that  they  did  not  know  the  split  of 
IT  expenditure  and  the  broad  range  of  responses  may  indicate 
that  users  may  have  a poor  grasp  of  this  benchmark. 
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Executive  Summary 


A 

UK  ‘Micro’  Professional  Services  Organisations  Show  Greater 
Positivity  to  Managed  Option  than  UK  Small  to  Medium  Sized 
Enterprises 


This  report  focuses  on  the  perceptions  of  a sample  of  75  UK  ‘micro’ 
enterprises  active  in  the  professional  services  sector.  It  is  designed  to 
be  compared  to  a separate  INPUT  report  entitled  Toro  Project 
Proposition  Two  - Evaluation  of  Market  Attractiveness  to  SMEs  in  Five 
European  Countries”. 

When  the  data  from  the  two  research  studies  is  compared,  it  can  be 
seen  that  on  the  whole,  UK  Micro  enterprises  are  less  attracted  to  both 
the  Managed  and  Self-Managed  propositions  than  are  a sample  of  351 
small  to  medium  enterprises  sourced  across  five  European  countries. 
This  comparison  is  illustrated  in  Exhibits  1-1  and  1-2  overleaf. 

N.B.  A positive  response  is  defined  as  those  indicating  they  would 
“strongly  consider”,  "consider”  or  “might  consider”  the  proposition. 
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Exhibit  1-1 

Percentage  of  Small  to  Medium  Sized  Enterprises  Positive  to  the  Managed  and 

Self-Managed  options  (across  5 Nations) 
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Source:  INPUT 


Exhibit  1-2 


Percentage  of  Micro  Enterprises  Positive  to  the  Managed  and 

Self-Managed  options 
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However,  when  non-UK  enterprises  are  stripped  out  of  the  small  to 
medium  sized  company  sample,  (i.e.  UK  small  to  medium  sized 
companies  are  compared  directly  with  UK  micro  companies), 
perceptions  vary.  Here,  micro  enterprises  are  more  in  favour  of  the 
managed  option  (35%  of  respondents  as  opposed  to  25%  of  respondents 
in  the  UK  small  to  medium  enterprise  sample),  and  equally  in  favour 
of  the  Self-Managed  option  (45%  of  respondents  in  both  samples). 

Owing  to  factors  specific  to  each  Micro  enterprise  vertical,  the  findings 
across  professional  services  sector  were  not  homogenous,  as  the 
following  section  indicates. 
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B 

Legal  Practices  Most  Attracted  to  the  Managed  and  Self-Managed 
Service  Offerings 


For  each  of  the  three  vertical  markets  analysed,  namely  the 
accounting,  medical  and  legal  professions,  the  first  two  sectors  were 
more  positive  to  the  Self-Managed  option  than  the  Managed  option. 
Legal  practitioners  were  more  positive  to  both  options.  Overall: 

• 40%  of  accountancy  practitioners  were  positive  to  the  Self- 
Managed  proposition  as  opposed  to  36%  to  the  Managed  Services 
proposition. 

• 44%  of  medical  practitioners  were  positive  to  the  Self-Managed 
proposition  as  opposed  to  only  16%  to  the  Managed  Services 
proposition. 

• 52%  of  legal  practitioners  were  positive  to  both  the  Self-Managed 
proposition  and  the  Managed  Services  proposition. 

The  reasons  for  some  of  these  differences  can  be  deduced  from 
qualitative  information  itemised  in  full  in  appendix  B.  In  summary: 

• the  Managed  Service  offering  poses  a significant  threat  to  the 
activities  of  small-scale  accountancy  practices,  and  this  may  in 
part  explain  their  somewhat  ambivalent  response  to  it.  However, 
the  fact  that  20%  of  the  sample  said  they  ‘would  consider’  this 
option  is  a very  positive  response,  under  the  circumstances. 

• medical  practitioners  noted  that  Local  Authority  grants  are 
available  to  purchase  IT  hardware  and  software  outright  but  not 
for  assisting  rental  arrangements.  Many  also  appeared 
particularly  concerned  about  maintaining  the  privacy  of  patients’ 
health  records. 

• legal  practitioners  showed  the  least  level  of  concern  to  the 
question  of  maintaining  data  security,  and  as  such  were 
generally  more  positive  to  the  Managed  Services  proposition 
than  other  respondents.  When  questioned  on  the  issue  of 
security,  several  stated  that  ‘it  would  depend  on  the  contract’  - 
the  implication  being  that  they  have  confidence  in  their  own 
ability  to  protect  themselves. 

Below  Exhibit  1-3  examines  the  range  of  respondents’  perceptions  to 
these  options  a)  by  vertical  sector  and  b)  by  their  degree  of  network 
connectivity. 
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Exhibit  1-3 

Responses  to  the  Managed  and  Self-Managed  Split  by 
‘Non-Converted’  and  ‘Converted’  Sub-sectors 


UK  Micro  companies 
(1-9  staff) 

Managed  Service  Option 

Non-Converted 

Converted 

Accountancy  Practices 

4.5 

3 

Medical  Practices 

5.5** 

4.5 

Legal  Practices 

3.5 

3 

**  = sample  size  of  5 (only)  Source:  INPUT 


UK  Micro  companies 
(1-9  staff) 

Self-Managed  Service  Option 

Non-Converted 

Converted 

Accountancy  Practices 

4 

3 

Medical  Practices 

3.5** 

3 

Legal  Practices 

3.5 

3 

= sample  size  of  5 (only)  Source:  INPUT 


Coding  scheme  rating  attractiveness  of  segment: 

1 = 100%  said  strongly  consider 

1.5  = 100%  strongly  consider  or  would  consider 

2 = 70%  to  99%  said  strongly  consider  or  would  consider 

2.5  = 60%  to  99%  said  strongly  consider,  would  consider  or  might  consider 

3 = 50%  to  69%  said  strongly  consider,  would  consider  or  might  consider 

3.5  = 40%  to  49%  said  strongly  consider,  would  consider  or  might  consider 

4 = 30%  to  39%  said  strongly  consider,  would  consider  or  might  consider 

4.5  = 20%  to  29%  said  strongly  consider,  would  consider  or  might  consider 

5 = 10%  to  19%  said  strongly  consider,  would  consider  or  might  consider 

5.5  = 9%  or  less  said  strongly  consider,  would  consider  or  might  conside 

6 = 100%  said  extremely  unlikely  to  consider 

n.b.  2 selected  in  preference  to  2.5  if  higher  criteria  achieved. 

Sample  size  75 


As  per  Exhibit  III-5  in  chapter  3 of  this  report,  based  on  a sample  of  9 
respondents,  56%  of  ‘converted’  accountancy  practices  were  positive  to 
the  Managed  Service  proposition.  Among  the  micro  sample,  this  is  the 
highest  positive  rating  to  this  option  by  any  vertical/degree  of 
connectivity  sub-sector,  though  none  said  that  they  would  ‘strongly 
consider’. 

Close  behind,  as  per  Exhibit  III-7  in  chapter  3 of  this  report,  54%  of 
‘converted’  legal  practices  were  positive  to  the  Managed  Service 
proposition  (sample  size:  11  respondents).  This  is  arguably  a more 
positive  response,  given  that  18%  said  they  would  ‘strongly  consider’ 
this  option. 
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IT  Infrastructure  of  Micro  Enterprises 

Interviews  conducted  by  INPUT  explored  a range  of  users’  perceptions 
regarding  their  existing  IT  infrastructure  and  the  degree  to  which  they 
thought  it  was  providing  value  for  money.  A graphical  summary  of 
these  findings  is  shown  in  Exhibit  1-4. 


Exhibit  1-4 

Respondents’  IT  Infrastructure  and  Systems  Mapping,  by  Vertical  Sector 
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Key  findings  are  as  follows;  on  average  across  each  of  the  vertical 
sectors  surveyed: 

• 100%  of  accountancy  professionals  believe  that  their  existing  IT 
infrastructure  gives  them  value  for  money.  The  figure  was  lower 
for  medical  and  legal  professionals  (71%  and  83%  respectively). 
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• 20%  of  legal  professionals  believe  that  IT  is  difficult  to  control,  as 
opposed  to  16%  of  medical  professionals  and  no  accounting 
professionals. 

• between  54%  and  72%  of  respondents  in  each  profession  said 
that  IT  is  being  used  for  mission  critical  applications.  The  figure 
is  lowest  in  the  legal  sector  and  highest  in  the  medical  sector 
(medical  records). 

• 69%  of  medical  practitioners  said  that  they  operate  in  a LAN 
environment.  This  was  higher  than  either  accountants 
practitioners  (36%)  or  legal  practitioners  (44%). 

• the  accountancy  sample  has  the  highest  proportion  of  Internet 
users  (34%).  The  figure  was  lower  for  medical  and  legal 
professionals  (11%  and  24%  respectively). 

Interviewees  were  also  asked  whether  they  thought  a range  of  IT 
issues  are  problematic  to  their  organisations.  The  issues  being 
considered  were  namely:  hardware  maintenance,  upgrading  hardware, 
systems  administration,1  islands  of  communication’  (i.e.  different 
functional  departments  not  being  able  communicate  effectively  owing 
to  incompatible  software)  and  managing  upgrades  and  fixes. 

A graphical  summary  of  these  findings  is  shown  in  Exhibit  1-5  overleaf. 
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Exhibit  1-5 


Respondents’  Perceptions  of  Various  IT  issues,  by  Vertical  Sector 
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IT  Issues  Posing  Problems 
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& Upgrading  Hardware 
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□ ’Islands'  of  Information 
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Sample  size:  69  to  75,  depending  on  question 


Source:  INPUT 


From  this  exhibit  of  sector  averages,  it  can  be  seen  that  handling  IT 
infrastructure  is  highly  problematic  for  all  of  the  professional  sectors 
analysed.  The  results  mirror  those  for  UK  small  to  medium  sized 
enterprises,  where  the  averages  ranged  from  1.3  to  1.6. 
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Business  Needs  of  SMEs 

The  main  body  of  the  report  provides  detailed  analysis  of  users’ 
handling  of  seven  business  processes. 

In  summary: 

• legal  practices  we  not  strongly  attracted  to  either  the  provision 
of  individual  on-line  business  services  or  to  a package  of  them. 

• just  over  one  fifth  of  accountancy  practitioners  were  attracted  to 
individual  provision  of  on-line  telesales,  telemarketing  and  debt 
collection,  and  the  same  percentage  were  attracted  to  a bundle  of 
these  services. 

• medical  practitioners  showed  a low  level  of  interest  in  individual 
on-line  services  but  almost  a quarter  (24%)  were  interested  in  a 
package  of  services. 


Overleaf,  Exhibit  1-6  provides  a graphical  summary  of  respondents’ 
propensity  to  want  on-line  business  services  a)  in  isolation  and  b)  as  a 
package. 

The  findings  tend  to  corroborate  similar  results  in  the  INPUT  research 
directed  at  small  to  medium  size  enterprises,  which  found  that  UK 
respondents  showed  the  lowest  levels  of  interest  to  any  of  the 
propositions. 
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Exhibit  1-6 

Respondents’  preparedness  to  consider  provision  of  Individual  and  Packaged  On- 
line Business  Services,  by  Vertical  Sector 
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Objectives  and  Research 
Methodology 


A 

Objectives,  Definitions  and  Sample  Sizes 


BT  has  formulated  two  on-line  services  business  propositions  referred 
to  as  ‘Tao  Proposition  One’  and  ‘Tao  Proposition  Two’.  The  latter 
encapsulates  a series  of  horizontal  business  applications,  which  have 
been  market  tested  across  small  to  medium  sized  enterprises  in  five 
European  countries.  As  a separate  strand  to  this  exercise,  and  to 
which  this  report  relates,  Tao  Proposition  Two  has  also  been  market 
tested  on  a sample  of  25  professional  services  companies  represented 
from  the  UK  accounting,  medical  and  legal  professions  (75  respondents 
in  total). 

These  professional  services  organisations  have  been  selected  to  test  the 
views  of  a sample  of ‘micro’  companies  - i.e.  those  companies  with 
between  1 and  9 employees.  Market  research  was  undertaken  during 
April  1997  and  interviews  were  undertaken  exclusively  with  partners 
in  these  organisations.  Refer  to  Appendix  A for  the  questionnaire  used 
in  telephone  interviewing. 

This  report  also  makes  reference  to  the  degrees  of  network  connectivity 
of  respective  professional  practices.  By  definition,  these  have  been 
agreed  as: 

• ‘Uninitiated’  companies  i.e.  those  enterprises  with  no  computers 

• ‘Non-Converted’  companies  i.e.  those  enterprises  with  20%  or 
less  of  their  computers  networked 
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• ‘Converted’  companies  i.e.  those  enterprises  with  more  than  20% 
of  their  computers  networked. 

Refer  to  Exhibit  III-4  for  a breakdown  of  connectivity  sub-segments  by 
vertical  sector. 
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UK  Professional  Services 
Sector:  ‘Micro’  Enterprises 


A 

Overall  Proposition  - Segmentation  Analysis 


This  section  examines  the  key  question  of  the  attractiveness  in  the 
United  Kingdom  (UK)  of  the  overall  propositions  of  Managed  or  Self- 
Managed  Services  for  ‘micro’  professional  services  companies.  The 
sample  is  further  analysed  by  vertical  according  to  the  three  chosen 
sub-sectors:  namely,  accountancy,  medical  and  legal  practices.  The 
attractiveness  of  the  proposal  is  also  considered  in  relation  to  the 
degree  of  PC  ownership/connectivity. 

1.  Overall 

Respondent  companies  were  asked  to  assess  the  attractiveness  of  a 
proposition  whereby  a mix  of  applications  (detailed  in  sections  B2  to 
B4)  could  be  either  delivered  as  a package  on  a subscription  basis, 
accessed  or  downloaded  via  a network  to  low-cost  network  computers 
or  PCs  (i.e.  a “managed”  service)  or  made  available  to  customers  to 
operate  themselves  (i.e.  “self-managed”). 

Exhibit  III- 1 overleaf  shows  the  overall  response  of  UK  micro 
professional  services  to  these  two  propositions  over  the  total  sample. 
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Exhibit  111-1 


Attractiveness  of  Managed  / Self-Managed  Services  (all  sectors) 
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• just  over  a third  of  UK  professional  services  respondents  (35%) 
gave  a positive  response  to  the  managed  proposition;  49%  rated 
it  as  “extremely  unlikely”  that  it  would  be  considered. 

• for  the  self-managed  option,  the  overall  response  was  more 
positive,  with  45%  expressing  interest. 


2.  By  Vertical  Market 

Exhibits  III-2  and  III-3  provide  sub-analyses  of  the  three  vertical 
sectors  according  to  preferences  for  the  managed  and  self-managed 
option. 
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Exhibit  111-2 


Attractiveness  of  Managed  Services  by  Vertical  Market 


£• 

O 

0 

1 

ro 

o 


J2 

c 

a> 

~o 

c 

o 

a. 

V) 

0 


70%  j 
60% 
50% 
40% 


30% 


Strongly  Would  Might 

consider  consider  consider 


□ Accountancy 
B Medical 

□ Legal 


64% 


Doubtful  Unlikely  Extremely 
unlikely 


sample  size:  25  respondents  in  each  of  the  three  categories 

Source:  INPUT 


• UK  legal  practices  were  the  most  positive  to  the  managed  option, 
with  52%  of  respondents  answering  positively. 

• for  the  accounting  sector,  the  most  common  response  was 
“extremely  unlikely  to  consider”.  This  answer  was  given  by  64% 
of  respondents. 

• for  the  medical  sector,  the  most  common  response  was  also 
“extremely  unlikely  to  consider”.  This  answer  was  given  by  48% 
of  respondents. 
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Exhibit  111-3 


Attractiveness  of  Self-Managed  Services  by  Vertical  Market 
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Comparing  Exhibits  III-2  and  III-3: 

• legal  practices  showed  similar  levels  of  interest  to  the  managed 
and  self-managed  proposition.  (52%  positive  in  each  case,  though 
a slightly  higher  proportion  indicated  that  they  would  ‘strongly 
consider’  the  self-managed  option). 

• whereas  only  16%  of  respondents  from  medical  practices  were 
positive  to  the  managed  proposition,  44%  were  positive  to  the 
self-managed  option.  Here,  several  GPs  noted  that  government 
funding  is  available  to  medical  practices  for  investment  in 
software,  whilst  expenditure  on  managed  services  does  not 
qualify  for  this  type  of  support. 

• 36%  of  accountancy  practices  were  positive  to  the  managed 
proposition  as  opposed  to  40%  for  the  self-managed  option.  Of 
the  latter,  over  a third  (36%)  said  that  they  would  either 
‘consider’  or  ‘strongly  consider’. 
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3.  By  Vertical  / Extent  of  PC  Ownership  & Connectivity 

Exhibit  III-4  illustrates  the  segmentation  of  the  UK  professional 
services  sample  by  extent  of  PC  Ownership  and  connectivity.  Refer  to 
section  II-B  for  definitions. 


Exhibit  111-4 


UK  Sub-sector  splits  by  Vertical/  Extent  of  PC 
Ownership  & connectivity 
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Source:  INPUT 


Across  the  three  vertical  markets  shown  above,  Exhibits  III-5  to  III-7 
analyse  the  attractiveness  of  the  Managed  Proposition  to  UK 
respondents  in  Non-converted  and  Converted  practices  respectively: 
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Exhibit  111-5 


Attractiveness  of  Managed  Services  - Accountancy  Practices 
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• only  one  quarter  (25%)  of  ‘non-converted’  UK  accountancy 
practices  were  positive  to  the  Managed  option. 

• the  Managed  proposition  elicited  a more  favourable  response 
among  ‘converted’  companies,  with  56%  of  the  sample  expressing 
positive  interest. 

• by  far  the  most  common  response  was  “extremely  unlikely  to 
consider”  (7 5%  of ‘non-converted’  and  44%  of ‘converted’ 
companies). 
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Exhibit  111-6 


Attractiveness  of  Managed  Services  - Medical  Practices 
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NB:  please  note  small  sub-sample  size  for  ‘non-converted’  companies 


• albeit  based  on  a small  sample  of  only  five,  no  ‘non-converted’ 
medical  practices  expressed  an  interest  in  the  Managed 
proposition. 

• only  21%  of  the  ‘converted’  organisations  interviewed  were 
positive  in  their  reaction. 
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Exhibit  1 1 1-7 


Attractiveness  of  Managed  Services  - Legal  Practices 
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• 45%  of  ‘non-converted’  UK  legal  practices  were  positive  about  the 
Managed  proposition,  and  18%  said  that  they  would  ‘strongly 
consider’  this  option. 

• 54%  of  the  ‘converted’  organisations  interviewed  were  positive  in 
their  reaction.  This  result  was  the  most  positive  of  all  the 
vertical/degree  of  connectivity  splits  for  the  managed  option, 
with  45%  of  the  sample  saying  that  they  ‘ would  consider’. 
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Exhibits  III-8  to  III- 10  provide  the  equivalent  analysis  for  the  Self- 
Managed  Proposition  in  the  UK  in  three  professional  services 
respectively: 


Exhibit  1 1 1-8 


Attractiveness  of  Self-Managed  Services  - 
Accountancy  Practices 
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• almost  one  third  (32%)  of  ‘non-converted’  accountancy  practices 
gave  a positive  response  to  the  Self-Managed  proposition. 
However,  the  strongest  individual  rating  was  ‘extremely  unlikely’ 
to  consider:  a response  elicited  from  68%  of  the  sample. 


the  Self-Managed  proposition  was  more  positively  received  by 
‘converted’  organisations,  56%  of  whom  said  that  they  ‘would 
consider’  this  option. 


YNBT 


1997  by  INPUT.  Reproduction  Prohibited. 


BT  TAO  PROJECT 


INPUT 


Exhibit  111-9 


Attractiveness  of  Self-Managed  Services  - Medical  Practices 
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NB:  please  note  small  sub-sample  size  for  ‘non-converted’  companies 


• based  on  a small  sample  of  five  medical  practices,  a third  of  both 
‘non-converted’  (33%)  and  ‘converted’  (34%)  medium-sized  UK 
companies  were  positive  in  their  response  to  the  Self-Managed 
proposition. 

• no  ‘non-converted’  companies  and  only  10%  of  ‘converted’  would 
“strongly  consider”  this  option. 
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Exhibit  111-10 


Attractiveness  of  Self-Managed  Services  - Legal  Practices 
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NB:  please  note  small  sub-sample  size  for  ‘non-converted’  companies 

Comparing  the  responses  to  the  Managed  and  Self-Managed 
propositions  shown  in  Exhibit  III-4  and  those  above: 


• ‘converted’  legal  practices  show  similar  levels  of  interest  to  the 
Managed  option  as  to  the  Self-Managed  option,  with  54%  of  the 
sample  positive  to  both  propositions.  The  distribution  of 
‘strongly  consider’  responses  was  slightly  in  favour  of  the  Self- 
Managed  option. 

• ‘non-converted’  legal  practices  also  show  similar  levels  of  interest 
to  the  Managed  option  as  to  the  Self-Managed  option,  with  45% 
of  the  sample  positive  to  both  propositions.  The  distribution  of 
‘strongly  consider’  responses  was  slightly  in  favour  of  the 
Managed  option. 
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B 

IT  Issues  and  Business  Processes 


1.  IT  Issues  Causing  a Problem 

Across  the  sample  of  75  ‘micro’  companies,  respondents  were  asked 
whether  five  general  IT  issues  caused  them  problems,  where  ‘1’  denotes 
strong  agreement  that  the  issue  is  problematic  and  ‘6’  - strong 
disagreement  with  the  statement  - i.e.  that  the  issue  does  not  pose 
problems.  Exhibit  III- 11  shows  average  ratings  for  each  issue  and 
Exhibit  III- 12  examines  the  distribution  of  ratings  received  by  each 
individual  issue: 


Exhibit  111-11 

Degree  to  which  IT  Issues  Pose  Problems  - Average  Ratings 
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• average  ratings  for  the  five  issues  addressed  were  closely 
clustered,  ranging  from  1.17  to  1.40. 

• this  represents  a view  that  all  of  the  issues  were  considered  to  be 
problematic  - higher  than  for  the  small  and  medium  UK 
companies  surveyed  separately. 


Exhibit  111-12 


Degree  to  which  IT  Issues  Pose  Problems  - Ratings  by  Issue 
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• response  distribution  was  broadly  similar  for  all  issues,  with  no 
significant  variances. 

• strongest  individual  response  was  for  “islands  of  communication” 
and  “systems  administration”,  with  85%  of  respondents  agreeing 
“strongly”  that  this  caused  a problem. 
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2.  Business  Processes  Considered  Relevant 

Respondents  were  asked  about  a list  of  common  business  processes. 
Exhibit  III- 13  below  shows  the  extent  to  which  respondents  considered 
each  of  these  to  be  “highly  relevant”  to  their  business. 


Exhibit  111-13 


Relevance  of  Tasks  / Processes 
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• the  business  processes  considered  most  highly  relevant 
(mentioned  by  over  90%  of  UK  respondents)  were  Financial 
Accounting  (100%)  and  Bank  Transactions  (92%). 

• Invoicing  (73%),  self  assessment  for  taxation  (65%)  and  payroll 
(65%)  also  achieved  relatively  high  relevance  ratings. 

• least  relevant  were  Web  page  design  and  hosting,  referred  to 
here  as  ‘Internet  Pages’  (9%)  and  sales  order  processing  (5%). 
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Exhibit  111-14 


3.  Business  Processes  Causing  a Problem 

Respondents  were  questioned  about  their  ease  of  handling  thirteen 
different  business  processes  in  terms  of  unit  transaction  cost  or  time. 

For  each  business  process,  Exhibit  III- 14  shows: 

• firstly,  the  proportion  of  respondents  who  reported  a time/cost 
problem  (grey  shaded  area),  and 

• secondly,  the  percentage  of  users  who,  whilst  acknowledging  the 
particular  process  to  be  highly  relevant  to  their  organisations, 
stih  maintained  that  it  caused  no  time/cost  problem  (white 
shaded  area). 
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• as  can  be  seen,  professional  respondents  reported  a low  level  of 
problematic  business  processes. 

• none  of  the  tasks  were  rated  as  a problem  by  more  than  6%  of 
the  sample  of  75. 

• presenting  no  problems  at  all  were:  Sales  Order  Processing  and 
Credit  vetting. 


4.  Degree  to  which  Business  Processes  Currently 
Computerised  or  Outsourced 

For  each  business  process,  Exhibit  III- 15  below  shows: 

• firstly,  the  percentage  of  companies  using  computerised  as 
opposed  to  manually  performed  solutions  (grey  bar). 

• Secondly,  the  percentage  of  organisations  using  external  service 
vendors  to  perform  a particular  business  process  solution  (white 


bar). 


* 
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Exhibit  111-15 


Degree  of  Computerisation  / Outsourcing 


Sample  size:  75  responses Source:  INPUT 


• the  most  heavily  computerised  application  among  respondents 
was  Financial  Accounting  (72%),  followed  by  Payroll  (57%)  and 
Invoicing  (48%). 

• none  of  the  respondents  had  computerised  sale  order  processing 
or  order  fulfilment  systems. 

• highest  levels  of  outsourcing  were  for  financial  accounting  (20%) 
and  Payroll  (16%). 
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outsourcing  was  not  used  at  all  for  sales  order  processing,  call 
handling,  order  fulfilment  and  time  sheets  and  expenses. 


5.  Attractiveness  of  Selected  Business  Services 

Without  specifically  mentioning  BT  or  any  other  vendor,  respondents 
were  asked  which  of  a range  of  business  services  they  would  consider 
buying  in.  Exhibit  III- 16  below  shows  the  proportion  of  positive 
response  for  each  service  proposition,  as  well  as  for  a package 
consisting  of  most  or  all  of  the  services: 


Exhibit  111-16 


Likelihood  of  Considering  Specific  Business  Services 


% of  all  respondentslikely  to  consider 

sample  size:75respondents Source:  INPUT 

Note:  for  the  ‘Overall  package’  a positive  response  is  defined  as  a rating  of  1 to  3 ("would 
strongly  consider",  "would  consider"  or  "might  consider")  and  a negative  response  as  4 to  6 
(“ doubtful  whether  would  consider1’,  “unlikely  to  consider1’  or  “extremely  unlikely  to 
consider1’).  For  individual  applications,  answers  were  on  a ‘yes’  or  ‘no’  basis. 

• levels  of  interest  in  the  proposed  services  were  on  the  whole  low. 

• the  service  potentially  most  popular  with  UK  respondents  was 
Telemarketing  (8%). 

• conversely,  externalised  invoice  production  and  purchasing 
garnered  the  lowest  positive  response  (1%).  This  is  perhaps  not 
surprising,  given  the  nature  of  the  professional  services 
organisations  in  question. 


111-20 


1997  by  INPUT.  Reproduction  Prohibited. 


YNBT 


BT  TAO  PROJECT 


INPUT 


• the  concept  of  buying  in  an  overall  package  of  services  was 
positively  received  by  13%  of  respondents. 


Exhibit  III- 17  analyses  the  spread  of  attractiveness  ratings  for  the 
package  proposition: 


Exhibit  111-17 


Likelihood  of  Considering  Total  Package  of  Services 
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consider  consider  consider 

unlikely 

Source:  INPUT 

• only  1%  of  companies  interviewed  would  “strongly  consider” 
buying  in  a package  of  business  services  delivered  on-line. 


• conversely,  the  most  common  response  (61%  of  respondents)  was 
that  they  were  “extremely  unlikely  to  consider”  such  a 
proposition. 


• On  a scale  of  1 to  6,  the  average  rating  overall  for  UK  micro 
professional  services  companies  was  5.46,  i.e.  “unlikely  to 
consider”.  This  compares  to  an  average  response  of  5.1  for  UK 
small  to  medium  sized  enterprises  analysed  in  a separate  INPUT 
report. 

Possible  reasons  for  this  negativity  are  examined  in  the  next  section. 

6.  Sensitivity  to  Confidentiality  / Security  Issues 

The  sensitivity  of  respondents  was  tested  to  issues  of  confidentiality 
and  security  of  data  held  remotely  by  the  service  supplier.  The  results 
are  shown  in  Exhibit  III- 18  overleaf: 
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Exhibit  111-18 


Acceptance  of  Service  Provider  Holding  Data  Remotely 


Not  w ithout 
Physical  Control 
57% 


Happy  w ith 
Arrangement 
12% 


Only  Reluctantly 
Consider 
31% 


Source:  INPUT 


• only  12%  of  respondents  were  happy  for  data  to  be  held  remotely. 

• 57%  would  not  consider  a service  option  where  they  did  not 
themselves  physically  hold  their  own  data. 

7.  Payment  Options 
a.  Purchase  versus  Rental 

Respondents  were  asked  whether  they  would  prefer  to  purchase  or  to 
rent  the  hardware  elements  of  any  such  service  package,  with  the 
results  shown  in  Exhibit  III- 19  below: 
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• the  majority  (83%)  of  UK  companies  interviewed  expressed  a 
preference  for  outright  purchase  of  the  necessary  hardware 
elements  of  any  such  service  packages,  as  opposed  to  rental 
(17%). 

• reasons  cited  for  preference  towards  outright  purchase  of 
hardware  ranged  from  an  expectation  that  it  ‘ would  be  cheaper’, 
to  ‘standard,  company  policy’. 

b.  Method  of  Payment 

Respondents  were  also  asked  to  suggest  their  preferred  method  of 
payment  for  the  types  of  service  being  researched.  Exhibit  III-20  below 
shows  the  outcome: 
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Exhibit  111-20 


Preferred  Method  of  Payment 


Fixed  Monthly 

Time  Based  Payment 

Payment  11%  Fixed  Quarterly 


Source:  INPUT 


• just  over  two-thirds  of  respondents  (68%)  expressed  a preference 
for  a one-off  purchase  with  a support  contract. 

• least  attractive  by  a sizeable  margin  was  a per  transaction  basis 
payment  system  (1%). 

• interestingly  a fixed  quarterly  payment  system  was  considerably 
more  attractive  to  micro  enterprises  (13%)  as  compared  to  only 
4%  of  small  to  medium  sized  enterprises  (analysed  in  a parallel 
INPUT  report). 
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c 

Attitude  to  Suppliers 


Exhibit  111-21 


1.  Importance  of  Brand  Name 

Respondents  were  asked  how  important  a supplier’s  ‘brand  name’ 
would  be  to  a purchasing  decision  for  the  types  of  service  under 
discussion.  Results  are  shown  in  Exhibit  III-21  below: 


Importance  of  Supplier  Brand  Name 
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Source:  INPUT 


• brand  name  was  considered  to  be  quite  important,  with  52%  of 
respondents  rating  this  aspect  positively  (i.e.  a score  between  1 
and  3). 

• average  overall  rating  was  3.8  - a slightly  lower  perceived 
importance  level  than  a parallel  sample  of  UK  small  to  medium 
sized  enterprises  (average  3.6) 

• more  than  two  fifths  of  the  sample  (42%)  considered  brand  name 
of  very  little  importance  (i.e.  a score  of  5 or  6). 
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2.  Supplier  Credibility 
a.  By  Type  of  Supplier 

Respondents  were  asked  to  consider  the  likelihood  to  which  they  would 
or  would  not  consider  purchasing  a package  of  hardware  software  and 
support  services  for  the  business  processes  under  consideration,  from 
different  types  of  vendors. 

In  Exhibit  III-22,  each  of  the  four  vertical  bars  represents  100%  of  the 
sample,  and  the  shaded  elements  represent  the  percentage  of 
respondents  who  opted  for  1 - ‘strongly  consider’,  2-  ‘might  consider’ 
etc.  The  extent  to  which  the  possible  supplier  was  found  to  be 
attractive  overall  can  be  deduced  the  height  of  the  bar  above  the  0% 
line. 


Exhibit  111-22 
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• considered  the  most  credible  overall  were  the  major  IT  vendors 
(average  rating  2.1),  followed  by  major  telecommunications 
companies  (2.7). 

• major  IT  vendors  received  the  greatest  proportion  of  T ratings; 
they  would  be  “strongly”  considered  by  29%  of  respondents, 
compared  with  17%  for  telcos. 

• Internet  service  providers  (ISPs)  averaged  3.7. 

• banks/finance  houses  were  seen  as  the  least  credible  potential 
suppliers,  with  an  average  rating  of  3.9.  Here,  a perception 
prevailed  that  banks  may  be  prone  to  overcharging. 

b.  BT 

At  the  end  of  the  survey,  when  the  client  for  the  research  was  revealed 
as  BT,  both  the  spontaneous  and  prompted  reactions  of  the 
respondents  were  recorded.  Spontaneous  responses  are  listed  verbatim 
in  Appendix  B,  but,  overall,  three-quarters  (68%)  of  UK  professional 
services  respondents  were  not  surprised  at  the  identity  of  the  research 
sponsor. 

Respondents  were  then  asked  to  rate  the  capability  of  BT  to  provide 
the  sorts  of  services  discussed.  Exhibit  III-23  below  charts  the 
company’s  credibility  in  the  eyes  of  UK  professional  services 
respondents: 


Exhibit  111-23 


Credibility  of  BT  as  a Supplier 


Serious 

doubts  No  credibility 
3%  3% 


Totally  credible 
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Source:  INPUT 
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• more  than  four  fifths  (82%)  of  respondents  were  positive  about 
BT’s  perceived  capability. 

• 3%  of  respondents  believed  BT  to  have  “no  credibility”. 

• by  vertical  sector,  accountancy  practices  were  more  convinced  of 
BT’s  capabilities  than  either  medical  or  legal  practitioners.  64% 
believed  BT  to  be  ‘totally  credible’  as  opposed  to  32%  of  the 
sample  for  the  other  two  sectors. 


Exhibit  111-24 


c.  Partnership 

The  attractiveness  of  BT  offering  the  services  in  partnership  with 
another  type  of  supplier  were  also  explored.  Exhibit  III-24  shows 
responses  for  the  combinations  examined: 


Effect  of  Partnership  on  BT  Credibility 


% of  all  respondents  believing  proposition  enhanced 

Source:  INPUT 


• nearly  two-thirds  (60%)  of  respondents  believed  that  a 
partnership  with  a major  IT  vendor  would  enhance  the 
proposition’s  credibility. 

• a joint  venture  a bank  was  the  next  most  favoured  response, 
viewed  positively  by  20%  of  practices  interviewed. 
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• least  attractive  of  the  partnership  options  was  partnering  in 
conjunction  with  a factoring  company  - only  5%  of  respondents 
believed  that  this  would  enhance  the  proposition. 

3.  Interest  in  Further  Information 

56%  of  those  interviewed  expressed  interest  in  receiving  information  on 
the  future  development  of  the  service  proposition.  By  vertical  sector, 
greatest  interest  was  expressed  by  medical  practitioners  (60%),  then 
lawyers  (56%),  then  accountants  (52%). 
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Key  Findings  / Conclusions 

The  most  significant  findings  of  the  UK  micro  professional  services 
survey  are  summarised  in  Exhibits  III-25  and  III-26: 

Exhibit  111-25 

Summary  of  UK  Professional  Services  Respondents’ 
Perceptions  to  Managed  / Self-Managed  Proposition 


Finding 

Statistic  supporting  finding 

By  professional  services  sector,  the  most 
favourable  UK  micro  market  is  ‘converted’  legal 
practices  attracted  to  the  Self-Managed  option, 
followed  by  ‘non-converted’  legal  practices 
attracted  to  the  same  option. 

The  Self-Managed  alternative  elicited  a positive 
response  (i.e.  strongly/would  or  might  consider),  from 
54%  of  converted  respondents,  and  45%  of  ‘non- 
converted  respondents,  based  on  a sample  sizes  of  1 1 
each. 

Medical  practitioners  are  more  attracted  to  the 
Self-Managed  option  than  the  Managed  Services 
proposition,  as  the  former  would  attract  local 
authority  funding. 

The  Self-Managed  option  elicited  a positive  response 
from  just  over  44%  of  medical  respondents,  compared 
to  16%  for  the  Managed  Services  proposition.  Sample 
size  of  25. 

Accountancy  practices  were  the  most  polarised  in 
their  opinions  toward  the  Self-Managed  option. 

36%  of  respondents  said  that  they  would  ‘consider’  or 
‘strongly  consider’  this  option,  whilst  56%  said  that  they 
would  be  ' extremely  unlikely  to  consider’.  Sample  size 
of  25. 

Overall,  the  Managed  Services  option  was  not  well 
received  by  either  the  medical  or  accountancy 
practices  surveyed.  In  both  cases,  the  most 
common  response  was  “extremely  unlikely"  to 
consider. 

Of  25  practices  sampled  in  each  vertical  sector,  only 
16%  of  medical  practitioners  and  a slightly  higher  36% 
of  accountants  were  positive  to  the  proposition.  Legal 
practices  were  most  attracted  to  this  option,  with  50% 
positive. 

The  views  of  UK  micro  professional  services 
organisations  were  not  significantly  different  from 
those  of  UK  small  and  medium  sized  enterprises 

Micro/  Self-Managed  Services  - 45%  positive 
Small/  Self-Managed  Services  - 56%  positive 
Medium/  Self-  Managed  Services  - 34%  positive 

to  the  Self-  Managed  option.  The  managed  option 
was  on  the  whole  more  popular  with  the  micro 
companies. 

Micro/  Managed  Services  - 35%  positive 
Small/  Managed  Services  - 24%  positive 
Medium/  Managed  Services  - 28%  positive 

Source:  INPUT 
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Exhibit  111-26 

UK  Professional  Services  Respondents’  Other  Key  Messages 


Finding 

Statistic  supporting  finding 

Brand  name  was  judged  to  be  important  by  over 
half  the  respondents 

5%  of  the  sample  of  75  said  “absolutely  critical”  and  a 
further  24%  said  “very  important” 

The  notion  of  a service  provider  holding  the 
respondents'  data  remotely  appears  to  be  a major 
obstacle  to  general  acceptance  of  a Managed 
Service  offering 

Only  12%  of  respondents  said  that  they  would  be  happy 
with  this  arrangement.  Sample  size:75 

Outright  purchase  of  hardware  is  more  popular 
than  a rental  option  by  a factor  of  more  than  four 
to  one 

17%  of  respondents  elected  for  rental,  as  opposed  to 
83%  for  outright  purchase.  Sample  size:75 

For  the  types  of  services  being  researched,  a 
one-off  method  of  payment  was  twice  as  popular 
as  all  the  other  options  put  together. 

68%  preferred  this  option.  The  next  most  popular 
method  was  fixed  quarterly  payment  (13%)  - this  was 
the  least  popular  method  with  UK  small  to  medium 
sized  enterprises.  Sample  size:75 

BT  is  perceived  to  be  a credible  supplier  of  the 
services  in  question  by  more  than  four  fifths  of  the 
sample 

Furthermore,  42%  of  the  sample  of  75  respondents 
said  that  BT  is  “totally  credible”  in  the  capacity 
described 

Of  partnership  alternatives,  BT  could  most 
strongly  enhance  its  SME  proposition  by 
partnering  with  an  IT  vendor 

70%  of  respondents  believe  the  proposition  could  be 
enhanced  in  this  way,  and  28%  strongly  so.  Sample 
size:  75 

Source:  INPUT 
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1 

Tao  Proposition  Two  Questionnaire 


Proposition  2 - Cross-Industry  SME  Business  Applications 
Telephone  Questionnaire  (Final  Draft) 

Introduction  / Pre-Qualification 

(Ask  for  the  Owner,  Proprietor,  Managing  Director,  Financial  Director) 

Good  moming/aftemoon.  This  is . I am  calling  on  behalf  of  Input , a major  international  IT 

consultancy.  We  are  currently  carrying  out  a strategic  study  for  a major  service  supplier,  who  is  trying  to  understand 
customer  needs  in  order  to  evaluate  the  potential  demand  for  a possible  new  range  of  products  and  services  aimed  at 
improving  business  efficiency  and  cost-effectiveness  in  small  and  medium-sized  businesses.  1 will  be  happy  to  share 
with  you,  at  the  end  of  the  interview,  the  identity  of  the  supplier. 

I would  stress  that  this  is  not  a sales  calls  or  a prospecting  exercise  - our  client  is  merely  trying  to  understand  customer 
needs.  However,  if  you  are  interested  in  being  kept  informed  about  possible  developments,  we  would  be  happy  to 
arrange  this. 

I would  like  to  ask  you  a few  questions  about  the  day-to-day  operations  of  your  company;  this  should  take  about  15-20 
minutes.  (If  respondent  too  busy,  make  appointment  to  call  back  at  an  arranged  time). 

I should  like  to  start  by  clarifying  a few  details  about  the  company  and  your  role. 

Company/Respondent  Details 

Company  name:  

Location  (City  / Country):  

Line  of  business  / sector:  (specify  & tick  relevant  SIC  code)  


Agriculture/F  arm  i ng 

Manuf  ing  / Food  / Textiles 
(excluding.  Petrochem  / Eng  / Hi-tech) 

Business  Services 

Media  / Advertising 

Construction 

Petrochemicals  / Engineering 

Financial  Services 

Professional  Services 

Health  / Education  / Social 

Retail 

Hi-tech 

Travel  / Transport 

Leisure  / Personal  Services 

Wholesale 

Other  (specify) 

Respondent’s  Job  Title: 

Department  / Division 

Telephone  no  (check  no  rung/ ext.  correct) 


Number  of  employees  at  location: 


(if  not  available,  tick  range  below) 


• '-9 

10-99 

100-499 

500  & over 

(Interviewer:  If  more  than  500  employees  at  location,  politely  terminate  interview) 


Approx,  annual  turnover:  

(if  not  available,  use  range  below) 


less  than  £1,000,000 
£1,000,001  -£5,000,000 
£5,000,001  -£10,000,000 
£10,000,001  -£15,000,000 
£15,000,001  -£20,000,000 
£20,000,001  -£50,000,000 
£50,000,001  -£100,000,000 
more  than  £100,000,000 

IT  Infrastructure 

I would  next  like  to  ask  a few  basic  questions  about  your  current  IT  infrastructure. 

Approx,  number  of  PC’s  at  site  : (if  not  available,  use  ranges  below  & avoid  DK) 

I -5 
6-  10 

II  -20 
21  -50 
51  - 100 
101 -200 
>200 
D/K 


Are  the  PC’s  interconnected  (ie.  networked)? 

If  Yes,  how  many?:  or 


% 


Yes  / No  / DK 

(if  number  not  available,  obtain  estimated  %>) 

Yes  / No  / DK 
Yes/No/DK 
Yes  / No  / DK 

(if  number,  not  available,  obtain  estimated  %) 
Do  you  have  a central  computer,  ie.  centralised  data  processing?  Yes  / No  / DK 

Do  you  have  an  internal  dedicated  IT  or  Data  Processing  department?  Yes/No/DK 


If  Yes,  is  this  via  a LAN  (Local  Area  Network)? 
If  Yes,  is  this  via  an  Intranet? 

Are  any  PCs  or  the  network  linked  to  the  Internet? 

If  Yes,  how  many?:  or  % 


Do  you  use  any  external  computer  bureau  or  remote  data  processing  services  Yes  / No  / DK 

What  is  the  approximate  annual  budget  for  PCs,  workstations,  associated  maintenance  and  software?  (try  to  obtain 
estimate)  : 

less  than  £5,000  

£5,  001 -£10,000  

£ 1 0,  00 1 - £25,000  

£25,  00 1 - £50,000  

£50,  001  - £100,000  

£100,  001  - £250,000  

£250,  001  - £5000,000  

£500,  00 1 - £ 1 ,000,000  

more  than  £1,000,000  

Don’t  Know  

Do  you  have  any  idea  how  this  is  split  between  hardware  and  software?  (Try  to  force  estimate) 

Hardware % Software % Don’t  Know 

If  answer  is  ‘Don’t  Know’,  ask: 

Is  that  because  it  is  difficult  to  keep  control  of?  Yes  / No 
If  answer  is  ‘Yes’,  ask: 

Why  do  you  think  that  is?  

(record  comments) 


Is  IT  mission-critical  to  your  business?  Yes  / No  / DK 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  / No  / DK 

Why  / why  not?  


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT?  (obtain,  job  title) 


Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where  1 means  ‘ strongly 
disagree ’ and  6 means  1 strongly  agree' . 


(Interviewer  : please  rotate  order  of  issues) 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Strongly 

Agree 

1 

Agree 

2 

Tend  to 
agree 
3 

Tend  to 
disagree 

4 

Disagree 

5 

Strongly 

Disagree 

6 

Thank  you.  Are  there  any  other  problem  areas  you  would  like  to  mention? 


Applications 

I’d  now  like  quickly  to  run  through  a short  list  of  tasks  or  processes  and  ask  4 brief  questions  about  each.  The 
questions  are: 

(a)  is  the  task/process  highly  relevant  to  your  business? 

(b)  does  it  present  a problem  in  terms  of  unit  transaction  cost  or  time? 

(c)  is  it  handled  by  computer  (as  opposed  to  manually)? 

(d)  is  it  done  externally? 


(Interviewer:  rotate  order  of  list) 


Self-assessment  for  taxation 
Credit  vetting 

Financial  accounting  / bookkeeping 
Bank  transactions 
Purchase  ordering 
Payroll 

Timesheet  & Expenses  handling 
Invoicing 

Debt  collection  /factoring 
Promotional  pages  on  the  Internet 
Order  fulfilment /progress  chasing 
Customer  call  handling 
Sales  Order  processing 


(a) 

(b) 

(c) 

(d) 

Highly 

Presents  time  or 

Computerised 

Done 

relevant 

cost  problem 

externally 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES  /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES  /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

(Interviewer:  prompt  for);  Other  tasks,  for  example:  inventory  management,  employee  records, 
distribution/logistics,  workforce  scheduling,  customer  account  management,  applications  with  high  data 
volumes?  (please  list  below) 


# 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

# 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

# 

YES /NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

Attitudes  / Perceptions  / Issues 

Thinking  of  these  sorts  of  processes  and  applications,  I’d  like  you  now  to  imagine  a new  type  of  service,  whereby 
some  or  all  of  these  kinds  of  business  application  were  available  on  a different  kind  of  basis. 

Imagine  a scenario  where  a mix  of  those  applications  you  require  could  be  provided  as  a package  on  an  attractive 
subscription  basis,  and  accessed  or  downloaded  via  a network  to  low-cost  network  computers  or  PCs.  The  service 
vendor  would  guarantee  to  manage  and  control  your  PC  hardware,  software  and  any  internal  network;  upgrades, 
version  control,  licensing  etc.  would  all  be  automatically  taken  care  of  remotely. 

(Interviewer:  record  any  spontaneous  reaction)  : 


On  a scale  of  1 to  6,  where  1 denotes  ‘Would Strongly  Consider ' and  6 denotes  ‘Extremely  Unlikely  to  Consider  ’, 
could  you  tell  me  whether  you  think  this  would  be  an  attractive  proposition  for  a company  such  as  yours: 

(circle  appropriate  number) 


Strongly 

Would 

Might 

Doubtful 
whether  would 

Unlikely  to 

Extremely 

Don’t 

consider 

consider 

consider 

consider 

consider 

Unlikely  to 

Know 

1 

2 

3 

4 

5 

consider 

6 

DK 

Alternatively,  if  such  a package  of  software  & hardware  products  were  available  for  you  to  operate  yourselves  (rather 
than  managed/downloaded  by  a 3rd  party),  would  you:  (circle) 


Strongly 

Would 

Might 

Doubtful 
whether  would 

Unlikely  to 

Extremely 

Don't 

consider 

Consider 

consider 

consider 

consider 

Unlikely  to 

Know 

1 

2 

3 

4 

5 

consider 

6 

DK 

Similarly,  imagine  a range  of  business  services  including  billing,  invoice  production,  bill  collection,  debt  collection, 
purchase  ordering,  telesales  and  telemarketing  were  available  (either  individually  or  as  a total  package)  from  an 
external  provider,  allowing  you  to  improve  your  business  efficiency  and  cashflow.  I’d  like  to  ask,  for  each  service 
separately  and  then  for  a total  package,  whether  you  would  be  likely  to  consider  such  a proposition:  (circle  Yes  or  No 
as  appropriate) 


(a) 

Billing 

Yes  / No 

(b) 

Invoice  production 

Yes  / No 

(c) 

Bill  collection 

Yes  /No 

(d) 

Debt  collection 

Yes /No 

(e) 

Purchasing 

Yes  /No 

(f) 

Telesales 

Yes  / No 

(g) 

Telemarketing 

Yes  / No 

Thinking  now  of  a package  consisting  of  most  or  all  of  these  services  - on  a scale  of  1 to  6,  where  1 denotes  ‘Would 
Strongly  Consider’  and  6 denotes  ‘Extremely  Unlikely  to  Consider’,  could  you  tell  me  whether  you  think  this  would 
be  an  attractive  proposition:  (circle  appropriate  number) 


Strongly 

Would 

Might 

Doubtful 
whether  would 

Unlikely  to 

Extremely 

Don’t 

consider 

consider 

consider 

consider 

consider 

Unlikely  to 

Know 

1 

2 

3 

4 

5 

consider 

6 

DK 

Turning  now  to  issues  of  confidentiality  and  security.  If  the  service  provider  could  guarantee  to  hold  your  data 
securely  (and  only  accessible  by  you),  would  you  : (tick  as  appropriate) 

• be  happy  with  this  arrangement  

• only  reluctantly  consider  such  an  option  

• not  consider  any  option  where  you  did  not  physically  control  your  own  data  

(Interviewer:  please  note  any  comments) 


Finally  in  this  section,  if  such  a package  included  the  option  either  to  purchase  or  to  rent  the  required  hardware  (eg. 
PC’s),  which  would  you  be  likely  to  choose? 


Purchase 
Why?  


Rent 


For  the  type  of  application  packages  we  have  discussed,  which  of  the  following  methods  of  payment  would  be  most 
attractive  to  you  : (Interviewer:  please  tick  one  only) 

• one-off  purchase  with  support  contract  

• payment  on  a ‘per  transaction’  basis  

• time-based  payment  

• fixed  monthly  subscription  

• fixed  quarterly  subscription  


Thinking  now  of  the  sort  of  company  which  might  supply  the  sorts  of  services  we  have  just  discussed.  Imagine  that 
you  are  in  the  market  for  such  services. 

On  a scale  of  1 to  6,  where  1 means  ‘ absolutely  critical ’ and  6 means  ‘ totally  unimportant ’,  how  influential  would 
supplier  ‘brand  name’  be  in  any  purchasing  decision? 


Absolutely 

Totally 

critical 

unimportant 

1 

2 

3 

4 

5 

6 

1 am  next  going  to  run  through  a short  list  of  types  of  supplier  and  would  like  your  reaction  to  the  likelihood  of 
considering  them  for  this  type  of  service.  Once  again,  this  is  on  a 1-6  scale,  where  1 means  'Would  Strongly 
Consider ' and  6 means  ‘Would Not  Consider  At  All’ : 

(Interviewer:  rotate  order  of  list) 


• a major  telecommunications  company 

• a major  IT  vendor  such  as  IBM 

• a bank  or  finance  house 

• an  Internet  service  provider 

• some  other  organisation  (please  specify) : 


Strongly 

Consider 

1 

2 

3 

4 

5 

Not 

consider 

6 

Close 


Thank  you  for  your  time  and  valuable  input.  You  may  be  interested  to  know  that  the  company,  on  behalf  of  which  we 
are  conducting  this  research,  is  in  fact  British  Telecom. 

Record  reaction:  


Does  this  surprise  you?  Yes /No 

If  Yes,  why  / If  No,  why  not : 


Would  you  consider  BT  to  be  the  type  of  company  capable  of  providing  the  sorts  of  services  we  have  discussed  - on  a 
scale  of  1 to  6,  where  1 means  ‘totally  credible  ’ and  6 means  ‘no  credibility  ’ 


Totally 

Credible 

Reasonably 

Would  not 
have  thought 

Seriously 

No 

credible 

credible 

so 

doubt  it 

credibility 

1 

2 

3 

4 

5 

6 

If  respondent  answers  4,5  or  6,  probe  for  reasons: 


Would  the  proposition  be  enhanced  if  BT  were  to  partner  with  any  of  the  following  types  of  company?  : (Interviewer: 
tick  as  appropriate,  with  multiple  answers  permitted) 

• a major  IT  vendor  

• a high  street  bank  

• a major  finance  company  

• a factoring  company  

• other?  (specify) 


As  I said  at  the  beginning  of  our  conversation,  if  you  are  interested  in  being  kept  informed  by  BT  about  the 
development  of  a set  of  products  and  services  designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a 
cost-effective  manner,  then  we  will  be  happy  to  pass  your  name  to  BT. 

Yes  / No 

Thank  you  again  for  your  help  and  every  success  in  your  business. 


APPENDIX  B 


Qualitative  Information  Supplied  By  Respondents 

i 

Spontaneous  reaction  to  package  of  business  applications 


A.  UK  Accountancy  Practices 

• Not  so  appealing 

• It  sounds  like  it  would  be  aimed  at  larger  companies.  Sounds  a little  inflexible 

• Does  sound  a little  bit  for  larger  companies 

• Sounds  as  though  it  could  be  expensive 

• Not  sure  how  suitable  for  us 

• Would  require  a good  understanding  of  Accountancy  practices 

• We  are  far  too  small  for  this  type  of  service 

B.  UK  Medical  Practices 

• It  sounds  interesting  but  I cannot  imagine  us  ever  becoming  computerised 

• I am  not  really  convinced  that  most  of  these  applications  are  relevant  to  a GP's  surgery 

• Not  really  relevant  to  us,  a similar  system  is  available  which  is  specifically  aimed  at  doctors'  surgeries 

• Getting  it  on  a subscription  basis  is  not  a particularly  attractive  option 

• I'm  not  very  interested  in  this 

• Mmm.  . . Sounds  great! 

• Primary  concerns  of  security  and  confidentiality  of  information 

• It  would  not  be  suitable  as  the  NHS  is  developing  its  own  system 

• I don’t  think  this  is  really  relevant  to  a small  practice  like  this 

• Seems  like  a reasonable  idea  to  me 

C.  UK  Legal  Practices 


no  qualitative  replies 
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Attitudes  to  confidentiality  and  security 

A.  UK  Accountancy  Practices 

• Security  breaches  with  IT  are  always  in  the  press 

• A Lot  depends  on  reputation  & how  long  product  has  been  available 

• It  would  really  depend  upon  the  supplier 

• Don’t  really  feel  confident  without  the  product  having  been  tried  & tested  on  other  'guinea  pig’  companies 

• We  would  not  have  any  clients  left  if  there  was  a 'leak  out'  for  whatever  reason 

• We'd  have  to  look  at  it  very  carefully  as  we  handle  a lot  of  very  sensitive  information 

B.  UK  Medical  Practices 

• Confidentiality  is  such  a big  issue  that  we'd  have  to  have  guarantees  about  the  suppliers  integrity 

• We  would  have  to  be  utterly  convinced  of  the  providers  integrity.  Furthermore  we  would  need  approval  from 
the  BMA  or  NHS 

• Data  security  and  confidentiality  is  very  important  to  us  being  a General  Practitioners 

• Patient  records  must  be  kept  confidential!! 

• We  would  only  really  consider  such  an  option  if  the  provider  was  BMA  accredited 

• I would  be  very  concerned  as  to  the  legality  of  this  idea.  I certainly  would  not  let  the  personal  details  of  ten 
thousand  people  off-site 

• We  must  maintain  absolute  confidentiality,  this  will  not  be  compromised 

• Regulations  regarding  the  Data  Protection  Act  concern  this  area 

• Patient  information  must  be  kept  securely 

C.  UK  Legal  Practices 

• Subject  to  contract 

• Our  work  involves  a lot  of  highly  confidential  information  which  we  guard  most  cautiously 

• If  it  was  an  appropriate  and  trustworthy  company,  I would  definitely  consider 

• They  would  have  to  provide  evidence  that  they  could  do  this.  Would  also  depend  on  the  contract 

• It  would  depend  upon  the  contract 

• We  would  need  to  see  what  was  involved,  and  who  we  were  dealing  with  before  we  could  make  a decision  like 
this 

• As  lawyers  it  is  vital  that  we  have  absolute  confidentiality 

• Depends  upon  the  context  - what  back-ups  were  available 

• We  would  have  to  look  very  carefully  as  to  whether  or  not  this  was  strictly  legal. 

• Purely  subjective,  it  would  really  depend  on  who  the  supplier  was 
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Attitudes  to  purchase/rent  option  for  hardware 

A.  UK  Accountancy  Practices 

• Company  policy  to  purchase  (6  responses) 

• Lower  cost  to  purchase  (4  responses) 

• Purchase  because  I prefer  ownership/don’t  like  debts  (3  responses) 

• Prefer  purchase  but  it  depends  on  cost  (3  responses) 

• Better  for  cash  flow  to  rent  (3  responses) 

• Rent  - easier  if  have  to  keep  updating  (3  responses) 

• Purchase  adds  value  to  the  company 

• Purchase  - It  just  seems  easier.  But  then  if  you  rent  you  can  upgrade  - though  renting  sometimes  means  you  don't 
get  a choice 

• It  all  depends  on  the  cost 

• Depends  on  the  cost  but  prefer  to  rent  if  need  to  upgrade  hardware  as  other  wise  stuck  with  outdated  equipment 

B.  UK  Medical  Practices 

• Lower  cost  to  purchase  (3  responses) 

• I suppose  I would  purchase  the  computers  if  I had  to.  But  I'd  rather  do  without  them 

• In  actual  fact  we  would  probably  do  neither  as  we  have  no  intention  of  using  computers  within  this  surgery 

• Better  deal  when  purchasing 

• We  could  not  afford  to  purchase  outright.  It  would  probably  be  a good  deal  for  us  if  we  rented 

• If  we  had  to  use  computers,  we  would  begin  by  renting  in  order  to  ascertain  whether  or  not  it  was  useful  before 

purchasing 

• Purchasing  is  the  only  way  to  go  as  Nottingham  Health  Authority  provide  a subsidy 

• The  health  authority  encourages  us  to  purchase  as  they  subsidise  the  purchase.  Due  to  problems  with  support  from 
health  authority  we  may  consider  renting  in  the  future.  Depends  on  the  deal 

• We  always  purchase  as  it  works  out  to  be  a better  deal  because  we  get  partially  reimbursed  by  the  local  health 
authority 

• Practice  reimbursed  between  50-70%  from  HAS(Local  Health  Authority) 

• Get  a good  deal  because  purchasing  is  cheaper  than  renting  and  we  also  get  reimbursed  for  part  of  the  investment 

• We  really  do  not  consider  renting  to  be  a viable  option 

• We  get  a reimbursement  of  50%  from  the  local  Health  Authority 

• Well  purchasing  is  the  better  option  for  us,  as  we  get  some  of  the  money  back  from  our  local  authority 

• We  are  pretty  much  obliged  to  purchase  by  the  local  health  authority  as  they  will  reimburse  a percentage  of  the  cost. 

This  scheme  is  not  applicable  to  rental  agreements 

• Our  accountants  tell  us  that  we  get  a better  deal  if  we  purchase 

• Being  a General  Practitioner  we  get  reimbursed  75%  of  the  hardware  and  100%  of  the  software  by  our  HAS.  So  it  is 
obviously  better  to  purchase 

• We  get  a Family  Health  Services  Authority  reimbursement  for  every  purchase  we  make  in  IT.  It  is  around  50% 

• We  are  reimbursed  on  70%  of  our  equipment  - and  reimbursement  figure  varies  according  to  whether  or  not  it  is 
hardware  or  software 
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• Surgeries  are  given  the  incentive  to  buy  as  they  are  able  to  claim  back  a significant  proportion  of  the  purchase,  even 
larger  than  VAT 

• Renting  - economically  it  is  a more  viable  option  for  a small  practice  like  us.  We  can  keep  some  of  our  capital  free  to 
do  other  things  with  it 

• It  is  purchased  by  the  local  health  authority 

• Health  Authorities  pay  for  equipment 

C.  UK  Legal  Practices 

• Lower  cost  to  purchase  (1 1 responses) 

• Renting  better  for  keeping  pace  with  technology/upgrades  (2  responses) 

• Renting  better  for  cash  flow  (2  responses) 

• Less  paper  work  and  bookkeeping  involved  if  you  do  not  rent 

• I suspect  that  purchasing  would  be  a more  favourable  option,  though  it  would  of  course  depend  on  price 

• Purchasing  is  usually  cheaper,  but  it  depends  on  the  context 

• Prefer  to  purchase  but  it  would  really  depend  on  the  price  as  some  rental  companies  offer  really  good  deals  these 
days 

• Hire-purchase  if  possible  but  it  would  depend  on  the  deals  offered  - renting  is  always  a possibility 

• We  have  always  purchased  in  the  past  as  we  are  a cash  rich  company.  But  in  future  we  would  consider  renting  if  it 
was  a good  deal 

• We  have  always  purchased  - there  is  no  particular  reason  why 

• On  principle  I prefer  purchasing  but  renting  may  be  more  viable 

• Bad  experiences  in  the  past  have  put  us  off  the  idea  of  renting 

• Purchasing  allows  you  to  have  more  choice.  We  do  not  have  any  problems  with  cash  flow,  so  it  is  the  most  sensible 
option 
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Spontaneous  reaction  to  BT’s  sponsoring  of  the  research 

A.  UK  Accountancy  Practices 

• All  big  business/BT  have  to  diversify  at  some  point  (5  responses) 

• Already  discussed/knew  this  with  BT/friend  (5  responses) 

• BT  have  the  resources  and  the  capability  (3  responses) 

• I do  not  really  associate  BT  with  computer  or  financial  services/they  are  more  of  a telecoms  player,  I 
thought.  (2  responses) 

• I had  heard  things  [on  T.V.]/  received  literature  to  this  end  so  I am  not  surprised  (2  responses) 

• Seems  a natural  extension  of  what  they  already  do  - merging  markets  etc 

• I didn't  realise  BT  were  interested  in  the  IT  marketplace 

• They  are  losing  a lot  of  traditional  business  so  they  must  diversify  to  get  new  customers 

• I have  only  ever  associated  BT  with  telecoms 

• BT  can  afford  to  invest  profit  into  other  areas 

• BT  is  a large  company  - they  are  keeping  up  with  the  trends  of  other  large  companies 

• Didn't  expect  BT  to  move  right  out  of  telecoms  arena  into  IT 


• Not  easily  surprised  by  BT  anymore 

• i think  if  anyone  is  going  to  have  secure  lines  down  which  to  send  information,  it  is  going  to  be  BT.  I think  it 
is  a logical  progression 

• Didn't  realise  they  were  expanding  into  these  areas 

B.  UK  Medical  Practices 

• Already  discussed/knew  this  with  BT/PR/friend  (5  responses) 

• I do  not  really  associate  BT  with  computer  or  financial  services/they  are  more  of  a telecoms  player,  I thought 
(2  responses) 

• They  are  a large  company  with  very  strong  resources/  have  to  expand  (2  responses) 

• It  shouldn’t  surprise  me  really,  BT  will  get  into  anything  they  think  they  can  make  money  from,  BUT  I am  still 

surprised 

• I didn’t  know  BT  were  in  the  IT  industry 

• BT  are  always  up  to  something 

• I thought  BT  were  only  into  telecoms.  Thinking  about  it  though,  it  does  seem  a logical  progression 

• I was  expecting  a more  IT  based  company  to  be  honest 

• I don't  like  BT.  Rental  is  very,  very  expensive.  This  news  is  a shock  really! 

• Nothing  BT  does  surprises  me 

• Everyone  does  seem  to  be  jumping  into  IT  these  days 

• It  is  just  not  the  type  of  call  that  you  would  expect  to  receive  from  BT 

• BT  set  very  high  standards,  so  it  is  no  surprise  that  they  are  diversifying  in  this  way 

• Well  I have  read  something  about  desktop  facilities  management 

• I wouldn’t  have  thought  that  it  was  BT  who  were  doing  this  call.  I must  admit  that  I thought  they  were  only  really 
involved  in  telecoms 

• Sounds  very  innovative  - not  a usual  characteristic  of  BT 

C.  UK  Legal  Practices 

• As  far  as  I know,  BT  have  been  moving  in  this  direction  for  some  time  (3  responses) 

• Nothing  that  BT  does  surprises  me  really  (2  responses) 

• They've  got  to  go  into  everything  I suppose,  but  I am  a little  surprised  (2  responses) 

• They  are  an  innovative  company  with  expertise  in  this  field/right  background,  so  why  not  (2  responses) 

• I am  not  surprised  because  it  seems  like  a good  niche  for  BT  to  occupy.  I think  they  are  quite  brave  and  intuitive  to 
move  in  this  direction 

• They  are  a progressive  operation,  they're  strengthening  their  brand  name  lately.  I think  it  is  most  astute  of  them 

• Surprised  they  are  offering  this  sort  of  service,  surprised  they've  engaged  a market  research  team.  I'm  impressed, 
they  must  be  serious  about  it 

• I think  that  it  is  about  time  they  got  into  this 

• They  do  seem  to  have  their  fingers  in  a lot  of  pies.  Their  business  acumen  is  admirable 

• We  associate  BT  with  telecoms,  not  IT 

• It's  a bit  of  a surprise,  but  then  I suppose  I expected  you  to  be  calling  from  IBM  or  some  similar  company 

• (Not  surprised)  I have  participated  in  other  telephone  survey's  for  BT  in  the  past 

• (Not  surprised)  Because  they're  enormous  enough  to  take  big  risks  like  this.  I have  inside  knowledge  of  the  telecoms 

industry  and  we  know  this  is  an  area  many  such  companies  are  aiming  at 


It  seems  like  a logical  progression  to  me  for  a telecoms  company  to  move  into  IT  services 
(Their  development  has  been  pretty  rapid  in  this  area 
(Surprised)  it  just  seems  a little  strange  for  BT  to  get  into  this  area 

I know  they  are  trying  to  expand  the  market  in  this  way.  Recently  they  have  had  problems  with  "efficiency" 

I’ve  been  enquiring  about  ISDN  lines  and  judging  by  the  mail  shots  I've  received,  I knew  they  must  be  up  to  something 
They  have  to  move  with  the  times 

I know  BT  are  being  very  proactive,  they've  offered  us  an  internet  contract.  It  is  a comforting  proposal 
I knew  that  BT  were  involved  in  IT  as  well  as  telecoms.  The  market  place  obviously  overlaps  to  some  extent. 
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